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BACKGROUND 


In the 1989 Ontario Budget, the Treasurer of Ontario announced the introduction 
of a new Employer Health Tax (EHT) to take effect on January 1, 1990. This 
new tax, which is to be administered by the Ministry of Revenue, is intended to 
improve access to health care by eliminating OHIP premiums. It is also 
intended to improve the quality, availability and efficiency of health services by 
providing a solid foundation for the financing of health care. 


The Employer Health Tax will be applied to the total amount of gross wages 
and salaries and other remuneration paid by employers. This will ensure that 
all employers contribute a share of the financing of health care as opposed to 
the current approach where some employers pay health care premiums for their 
employees and some do not. 


In recognition of the unique circumstances of employers with small payrolls the 
tax will be applied on a graduated scale as follows: 


On June 15, 1989, the Treasurer announced in a statement to the Legislature 
that small employers with annual payrolls of up to $400,000 would not be 
required to remit monthly instalments, but would make quarterly remittances 
starting in April 1990. Large employers are expected to make monthly 
remittances starting in January 1990. 


For large employers, the January 1990 tax instalment will be based on their 
December 1989 payroll. For small employers, the first instalment in April 1990 
will be based on their January, February and March 1990 payrolls. In addition, 
following the completion of each calendar year, all employers will be required to 
complete and file an annual reconciliation enclosing any balance due or 
requesting a refund of overpayment. 


The legislation provides for the usual range of penalties and interest charges to 
encourage compliance, and includes specific provision for compound interest 
calculation and defines tax avoidance. 
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IMPLEMENTATION CONSIDERATIONS 


Employer Health Tax represents the single largest tax initiative undertaken by 
the Government since the establishment of Retail Sales Tax in 1961. 
Administration of EHT will involve the largest taxroll and the shortest ever 
implementation time frame of any major tax initiative. Consequently, the 
development and implementation of an EHT administration is being undertaken 
with considerable risk, vulnerability and pressure. 


EHT policy review and program Clarification dominated the activity of the EHT 
Project Team up until the legislation received first reading on July 10, 1989. At 
that point, the proposed legislation was deemed to have stabilized sufficiently 
that business design could begin in earnest. It now appears that Bill 47 will 
not receive second reading before the Fall session. 


The prospects of not having legislation in place before November or December 
of this year means that EHT development and implementation activities are 
being carried out under considerable risk and exposure. Potential legislative 
amendments could involve considerable cost in terms of both time and process 
development. The process of taxroll establishment and systems testing are 
examples of two such activities which could have significant cost implications 
resulting from even minor revisions to the proposed legislation. 


Program design has been undertaken on the basis of the best available 
information. In many instances this has involved extrapolation and inference 
based on existing tax programs. To the extent that behaviour of the new EHT 
taxroll will differ from these presumed standards, the program will require 
design modification in following years. 


The Ministry of Revenue will report back to Management Board at the end of 
this fiscal year regarding the status of EHT implementation. This report will 
describe the 1989/90 experience and, based on that experience, identify the 
need for any resets or re-starts and their resource implications. This 
document therefore presents the EHT implementation plan for 1989/90 and the 
current forecast for subsequent years. : 
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BUSINESS OVERVIEW 


The BUSINESS OVERVIEW presents the business, organization and facilities 
design concepts which form the basis of the Employer Health Tax (EHT) 
program administration strategy. Communications and start-up strategies are 
also included and illustrate the objective of establishing the EHT administration 
with a balanced view of the twin objectives of developing and operating a tax 
administration. The final section of the BUSINESS OVERVIEW provides a 
summary of the EHT start-up and ongoing resource requirements. 


Business Design 


The Employer Realty At (EHT) is a tax CIM ohn with a ore chen base 
(estimated 5, C ints je na sie Je taxroll v 


i ormation (e.g., Electronic Data Interchange/Electronic Funds Transfer or 
EDI/EFT) and the processing of tax returns to the Taxation Data Centre (TDC), 
but also to the retention of taxpayer information, to the ongoing evaluation of 
the stability of the taxroll in general and to the support of individual tax 
account actions in particular. 


The business design therefore attempts to combine the strengths of a 
centralized information base with the organizational strengths of a decentralized 
EHT presence. In this way a ‘compound strength’ can be developed that is 
greater than a totally centralized or decentralized operation. 


EHT will centrally process all information received as speedily as possible 
without the significant evaluation of its quality or completeness: EHT will employ 
application based edit processes to evaluate and report the accuracy and 
completeness of information provided to regional EHT centres for taxpayer 
support or compliance action. Longer term plans include provision for the EHT 
application to develop customer service, compliance and audit action plans to 
assist in the stabilization of the taxroll. Such action plans will also optimize 
the EHT cash flow to the Province. 


EHT must be geared to maintaining control of the taxroll and limiting tax 
avoidance wherever possible: EHT will not be a popular tax in the business 
community and if the Ministry loses control of this tax base it will be difficult 
to recover. Visibility with the taxpayer through a regional presence and 
accessibility will be essential. 


EHT will there 
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5) aint will delivery. instalments and returns; Taxpayer Services Branch 
(TSB) which offers tax enquiry, marketing and communications services; the 
Revenue Computing Centre (RCC); Information Technology Division (ITD) which 
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will provide technical support and Corporate Resources Division (CRD) which will 
provide a variety of administrative and financial support services. A regional 
presence will provide direct support to the taxpayer. See Appendix A for the 
statement of business needs, and Appendix B for a description of the 
associated business processes. 


Organization Design 


EHT will be structured to provide for the clearest possible lines of 
communication through the organization, and for the minimum depth of 
management structure. As an organization that has to develop an experience 
base, it is important that the organization be structured to encourage all staff 
members to contribute to process development and to benefit from the growth 
that takes place. Organization design therefore has to provide opportunities 
for continuous career development wherever possible. This is to be equally 
true for both head office and regional locations. Concepts of matrix 
management are appropriate for such structures. 


EHT application design must support the establishment of EHT as an 
organization that leverages its human resources. Where there is a conflict 
between the short-term benefits of work segregation and the medium- to long- 
term benefits to be gained from succession planning and staff continuity: 
between close definition and supervision of resources and the ability to make 
the broadest possible contribution, then the elements of organization design will 
prevail. 


See Appendix C for the recommended EHT organization structure. 


Facilities Design 


The business relationships between the key organizations having responsibility 
for EHT must be protected. Work locations must support efficient work flow 
and communication patterns between the core elements of EHT and Taxation 
Data Centre (TDC), Taxpayer Services Branch (TSB) and the Revenue 
Computing Centre (RCC) and the mailroom in Administrative and Financial 
Services Branch (AFSB). 


EHT resources associated with servicing the taxpayers, using the EHT 
information base, should be located as close as possible to significant taxpayer 
concentrations. The regional EHT presence should include all elements of the 
service/Ccompliance process, from telephone and terminal based customer 
updates and support, to application generated follow-up letters, through to 
application assisted collections and audit activity. 


See Appendix D for the accommodations requirements of EHT. 
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Communications Strategy 


Sharing information with taxpayers, their special interest groups and 
associations, and the public will involve a complex of proactive and responsive 
activities that will cover the full range of general, sector, and specific actions. 
In general, TSB will manage general enquiries, EHT will manage sector and 
specific actions. Communications initiatives will utilize all media approaches and 
will be delivered in both official languages. EHT information will also be 
available in other languages commonly in use in Ontario. 


The single largest developmental Component of the Communications strategy will 
be the design and development of the Employer Kit that will explain to 
taxpayers how EHT will work. The kit will be released to employers 
commencing September of this year. 


The communications strategy will also give attention to Ministry staff interests; 
those of staff from other ministries, including Health; and the needs of the 
legislature and MPP constituency offices. The communications strategy will be 
developed and delivered in conjunction with Communications Services Branch 
(CSB) and Taxpayer Services Branch (TSB). 


See Appendix E for the full communications strategy. 


Start-up Strategy 


Because the implementation time frame is short, many elements of development 
activity will have to take place in parallel. In addition, many elements of front 
end production activity will also have to take place on a contingency basis 
until such time as the intended solution is available. 


The identification of business needs and the development of business processes 
will take place on a ‘just-in-time’ basis, with the earliest processes, such as 
the taxpayer questionnaire, being developed first. 


See Appendix A for the potential phasing of business needs. 


A key element of implementation strategy will be the protection of development 
capacity in the face of increasing pressure for on-going operations. The first 
of these pressures will be taxroll maintenance. Once the original questionnaire 
has been used to establish a taxroll, ongoing updates from Revenue Canada 
will generate a demand for further questionnaires and the addition and deletion 
of taxpayers from the taxroll. Because ongoing human resources, space and 
equipment are not likely to have been secured in time for processing the 
original and update questionnaires, or early remittances from large vendors, 
these operational activities will have to take place off-site using private key 
entry facilities to the greatest extent possible. 
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Resource Requirements 


A three year summary of the resources required for the development, 
implementation and operation of the Employer Health Tax administration is 
displayed on the following table. 
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Appendix A 


BUSINESS NEEDS 


AM ites agg. 


EHT BUSINESS NEEDS 


The following centralized business needs have been identified. 
1) Identify potential clients: maintain taxroll (PAYDAC) 

2) Identify real clients: maintain taxroll (Questionnaire) 

3) Build and stratify a taxroll (Monthly/quarterly filers) 

4) Proactive communication (Employer Kit) 

5) Request instalment payments (Remittance Advice) 

6) Receive instalments (Monthly and quarterly) 

7) Receive taxes (Annually) * 

8) Maintain operational and resource information (MIS/EIS) * 


9) Accounting 


The following regional business needs have been identified. 

10) Develop taxroll stabilization strategies (Service, compliance & audit) * 
11) Responsive communication 

12) Compliance/audit * 


13) Write-offs * 


NOTE: (*) Indicate business needs that will not be fully developed until 1990/91. 
Other business needs will be re-worked at that time based on early 
experiences. 
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Appendix B 


BUSINESS PROCESSES 
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EHT BUSINESS PROCESSES 


The following centralized business processes support the identified business 
needs. 


* Identify potential taxpayers: maintain taxroll 


Obtain a magnetic tape of potential taxpayers from Revenue Canada 
(PAYDAC database extract) and identify entries with an Ontario mailing 
address, having Ontario employees, or being serviced from a Revenue 
Canada District Office in Ontario. 


At any time during the year the PAYDAC updates show additions, 
deletions and changes to the potential taxroll described above. 


= Organizations involved: EHT, ITD. 


= Volumes: 475,000 taxpayers, 10% annual disturbance 
rate 
= Frequency: Update monthly 
n Identify real taxpayers: maintain taxroll 


Send a questionnaire to the potential taxpayers identified from the 
PAYDAC file, which will : 


= confirm their participation, name & mailing address; 
= classify the remittance cycle, monthly or quarterly; 
= indicate full time or seasonal employer; 

= identify Corporate entity. 


At any time during the year taxpayers may submit revised estimates of 
their gross annual payroll, which may result in a change in instalment 
payment frequency at the next common filing date. 


= Organizations involved: EHT, AFSB. 


= Volumes: Initial mailing of 475,000, ongoing mailings 
of 5,000 a month. 
= Frequency: Initial mailing is a one-time event, update 


mailings monthly. 
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Build and stratify a taxroll 
Key returned questionnaires to identify participation in EHT. 


= Organizations involved: TDC, RCC, EHT. 

= Volumes: 50,000 from large employers & 425,000 
from other employers on start-up; 5,000 a 
month ongoing. 

= Frequency: Initial large employer input is a start-up, 
one-time event, in Sept/Oct. 1989. 
Other employer input is a one-time event 
to be completed by January 1990. 
Ongoing monthly input commences 
November 1989. 


Proactive communication 


All employers will be sent a kit that contains information on the Act and 
their remittance obligations. 


= Organizations involved: AFSB, CSB, EHT. 

= Volumes: 500,000 initial mailing, plus follow-up 
mailings to special interest groups. 
Ongoing mailings of 5,000 a month as new 
employers are identified. 

- Frequency: Initial mailing is a one-time event, ongoing 
activity will be monthly. 


Request instalment payments 


The first production form to be sent to employers will be the 
remittance/statement for the January 1990 instalment (monthly payments), 
and for the April 1990 instalment (quarterly cycle). 


= Organizations involved: RCC, AFSB, EHT. 

= Volumes: 50,000 to large employers commencing in 
December 1989, 425,000 to other 
employers commencing in March 1990. 

= Frequency: Large employers monthly, small employers 
quarterly. 


Receive instalments 


= Organizations involved: AFSB, TDC, RCC. [Service bureaux for 
Start-up and first quarter large employer 
input]. 
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Volumes: 50,000 large employers commencing in 
January, 425,000 other employers 
commencing in April. 

Frequency: 50,000 monthly, rising to 475,000 quarterly. 


Process instalments 


The first monthly instalments will be received from an anticipated 
fifty thousand large employers around the fifteenth of January. 
Four hundred and twenty-five thousand small employers will file 
their first instalments around the fifteenth of April. Although 
Canada Post will sort the envelopes based on postal code, based 
on experience, an in-Ministry sort will also be required. This will 
give the Ministry a stream of envelopes that contain remittances 
for EHT. There are to be two postal codes, one for monthly 
remittances (eg: large employers therefore large remittances) and 
the other for quarterly remittances. 


Sort instalments by processing type 


The envelopes will be machine slit, contents will be manually 
removed, then manually sorted by processing type; those that can 
be handled by machines and those that will require continued 
manual handling. 


Automated preliminary preparation of bank deposit 


Utilizing the NCR encoders, operators will process the day's 
receipts by encoding the dollar value onto the cheque and 
remittance card. The machine will create and maintain a running 
total of the cards until the operator calls an end to the bundle of 
documents. The machine will generate a tape for the bank deposit 
and a tape for the cards. The operator will finish that bundle of 
work by having the encoder create a batch identifier/header. The 
encoder will create two streams of paper; one for the cheques 
and the other for the supporting remittance documents. 


Cash management 
During the day at selected intervals, a total will be taken of all 
taxes received to that point. This figure will be given over the 


telephone to Treasury so that the funds can be laid off with one 
of the investment sources. 
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Completion of bank deposit 


The batches of cheques will be assembled into a bank deposit, by 
tax type. This includes making up a deposit slip and ancillary 
documents, bundling same, placing in a courier bag and having a 
courier take it to the data centre of the lead bank. 


Capturing data 


The remittance cards and headers will be transported to the 
Scanner. This machine will read and capture four fields: the 
amount remitted, the account number to credit, the payroll for the 
period and the pay period. 


All cards that cannot be scanned will be manually keyed. Any 
cards that have been scanned but have not had a total success 
reading the card will be video corrected. 


Data preparation 


The day's collected data will be assembled electronically and put 
into a format suitable for transmitting from the data capture 
equipment to the mainframe. Editing will be limited to ensuring 
client provided data has been captured correctly. 


Data editing 


Editing of the day's data will occur before that data is applied to 
the mainframe. This will be for data integrity checks and to set 
certain flags that will be of interest to the taxroll maintenance 
staff. 


Mainframe processing 


The system will credit the account of the taxpayer with the 
instalment value received. The reported payroll and instalment paid 
values will be added to accumulators for annual reconciliation, 
along with an instalment period notation. The system will do a 
verification that the instalment received has been computed at the 
established rate for a payroll of that size. Any discrepancies will 
be flagged for the attention of the taxroll maintenance staff. 
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= Account maintenance 


The system will indicate on-line any accounts that warrant further 
action or investigation because of flags being set or dollar values 
being out-of-range. Taxroll maintenance staff will review these 
messages and react accordingly, including sending past-due notices 
or customized follow-up letters. 


= Following instalment cycle 


About one week before the next instalment is due, the system will 
issue a remittance statement recapitulating the year-to-date payroll 
and instalment amounts and any credit or debit balances 
outstanding. The statement will show all arrears, incorrect rate 
used, adjustments, interest both owing and due as known at the 
date of issue. 


The remittance statement will be so designed as to allow the 
client to use it as a worksheet for the next remittance. The 
return portion of the document will be at the bottom of the 
statement, separated by a perforation. 


= Remittance calculation 
Upon receipt of the remittance statement, the client will be required 
to use it to determine what should be remitted by the next due 


date. The outstanding amounts owing are shown and the client 
adds in the amount due for this period's payroll. 


Receive Taxes 


= Organizations involved: AFSB, TDC, RCC, EHT [potential for TA, 


SI]. 

= Volumes: 50,000 large employers and 425,000 other 
employers commencing in February 1991. 

= Frequency: Annually. 


= Assess and verify: collect monies owing, refund taxes due 


With the February statement, or when a taxpayer closes out, a 
tax reconciliation will be issued that shows the reported gross 
payroll for the prior year along with the total funds received from 
any source that are to be applied to that liability (excluding 
penalty and interest). The taxpayer will be asked to submit any 
balance due, or request a refund if credit balances are not to be 
carried forward. 
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If the taxpayer disagrees with the figures on the February tax 
reconciliation, then the taxpayer will indicate to EHT the revised 
year's payroll figure as part of the tax filing. If there is a 
continuing disagreement between the taxpayer and EHT this has 
the potential of leading to an appeal or to legal action. 


a Maintain operational and resource information 


The EHT application will maintain operational, performance and resource 
information in order to develop action plans for taxroll management: 
management information for the planning and development of new budget, 
policy, and operational initiatives: and as a basis for feeding information 
to Branch, Program and Ministry based executive information systems. 


= Organizations involved: EHT, AFSB, PSB, ITD. 

= Volumes: Not Known at this time. 

= Frequency: Monthly updates to resource information, 
operational updates are run based. 


+ Accounting 


Both Revenue and Expenditure accounting facilities will be required from 
the corporate system to operate EHT. The Revenue account will need a 
facility to maintain ongoing accounts, recognize new accounts to be 
verified, old accounts to be closed, and an ageing of the accounts 
receivable. The Ministry will also need to establish the tax relationship 
with Corporations Tax and Retail Sales Tax for the purpose of using 
EHT credit balances to offset other tax liabilities. PAYDAC cross 
reference will be maintained. 

= Organizations involved: EHT, AFSB. 


= Volumes: 475,000 taxpayer accounts, plus 
disturbance. 

= Frequency: Monthly consolidations of instalment 
revenues, account management will be run 
based. 


The following regional business processes support the identified business needs. 


* Develop taxroll stabilization strategies 


The EHT application will be capable of using operational, performance and 
resource information to identify priorized action plans for taxroll 
stabilization. These plans will cover the full spectrum of customer 
service, Compliance and audit activity to achieve optimum deployment of 
resources for effective taxroll management. 
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Application developed action plans will be produced by taxroll sector and 
be evaluated by Sector Specialists. The implementation of all sector 
based action plans will be co-ordinated with Service Managers who will 
have direct responsibility for regional resources. 


= Organizations involved: EHT, TSB, CSB, ADM/TRGP. 


= Volumes: Not applicable, all information will be 
application resident. 
- Frequency: Quarterly. 


Responsive Communications 


The client can turn to the Ministry for help at any point in the process. 
During the initial phase of activity, taxpayers will be Communicating with 
TSB. After inclusion in the taxroll, communications from employers or 
their agents (accountant, lawyer, payroll service, etc), on sector or 
specific taxpayer queries will be with the EHT customer service 
representative. 


= Organizations involved: TSB, EHT. 


-~ Volumes: 50,000, based on a 10% taxroll 
disturbance. 

= Frequency: As required, may peak in relation to key 
EHT events. 


Compliance/ audit 
= Compliance 


There will be a follow-up process to identify taxpayers who have 
not responded to the questionnaires or who have failed to remit 
funds or send in a ‘nil’ remittance stub. This will involve a full 
range of EHT actions including application generated and tailored 
letters, telephone follow-up and site visits. 


There will be a process to identify clients who have submitted all 

the necessary forms, but have omitted data like gross payroll for 

the remitting period. In some cases, the client will have satisfied 

the filing legalities and have provided all necessary information, but 
the information appears inconsistent with our current knowledge of 
the client. Application generated letters will be used to follow-up 

these deficiencies. 


= Organizations involved: EHT, [potential TA, SI linkage]. 


= Volumes: 25,000 to 50,000 taxpayers. 
a Frequency: Ongoing, commencing in October 1989. 
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Audit 


Application based selection criteria will identify those accounts that 
require to be reviewed at the taxpayer's site. Compliance audits 
will focus on key issues such as corporate entity, permanent 
establishments in Ontario, and the definition and treatment of 
remuneration. Some work may also need to be done on 
applications for rebates involving contractors with fixed price 
agreements. Special audit resources may be required to conduct 
ad hoc situational audits caused by employer behaviour. 


Organizations involved: EHT, [potential TA, SI linkage]. 


Volumes: 10% to 5.0%, based on staffing plan. 
= Frequency: Ongoing, commencing in April 1990. 
Write-offs 


Some taxpayers will Cease operations in a manner that will result in 
uncollectible debt to the Province. The process of seeking approval for 
write-off will include an evaluation of each situation to determine 
prospects of collecting monies owing through other statutes. 


Organizations involved: EHT, AFSB, Sl, Legal, Audit services, 
ADM/TRGP, Ex.Dir/CRD, [potential linkages 
to CTB, MFTT, RST]. 

Volumes: 7,000 accounts a year. 

Frequency: Annual certification and request. 
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Appendix C 


ORGANIZATION STRUCTURE 


21 


2D xiareqgaA 


‘SAUTOURTe OITA’ 


ORGANIZATION DESIGN 


The organization design of the EHT Branch reflects the following organization 
philosophies: 


Maximum organization depth (4 levels) for improved responsiveness 
Maximum operational efficiency for high volume processing through 
centralization 

- Strong regional presence: proximity to taxpayer concentrations for good 
accessibility, visibility and customer service 
Maximum flexibility and opportunities for employee career growth 
Full consideration of Employment Equity requirements, including FLS and 
the employment of the disabled 


The EHT Branch will consist of a head office and six regional offices, providing 
good geographical coverage of the entire province: 


Head Office (Oshawa) 


Legislation 
Process Control (linkage for remittance and returns processing in 
Taxation Data Centre and Revenue Computing Centre) 


Regional Offices: 

GTA East (Oshawa)* | 

GTA West Ny Ww 

Eastern Ontario (Ottawa) — 

Southern Ontario (Hamilton-Niagara) 

Western Ontario (Windsor-London) 

Northern Ontario (Kenora-Thunder Bay-Sault Ste. Marie) 
* start-up 


The selection of the above locations were based on an analysis of potential 
taxpayer concentrations. The PAYDAC database extract provided by Revenue 
Canada contains addresses of the potential clients. 


The processing of remittances is highly automated and centralized (in the head 
Office) since it requires the processing capacity of Taxation Data Centre (TDC) 
and support from Information Technology Division (RCC). The delivery of client 
services and audit is regionally based. 


As a result, the Head Office has only a small staff (26) and comprises three 
groups: Secretariat, Legislation and Process Control. The majority of the staff 
(177) is distributed in the regional offices. Each regional office is a stand-alone 
and full function office which comprises two groups: Audit and Client 

ervices. 


Details of the organization are presented in the following pages. 
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Staffing Emphasis 


The calendarized staffing plan (see Appendix F) of the GTA East Regional 
Office (start-up office) shows a significant Component of client representatives 
in the initial months of operations. During the introduction of a new tax, 
excellent customer service is essential in assisting and supporting the taxpayer, 
as well as maintaining control of the tax base and limiting tax avoidance. 


The EHT audit component is kept relatively small in the beginning and will focus 
primarily on troubled audits, but gradually increases as the program matures. 

By 1991/92, a dedicated audit force will be in place in order to attain a 
targeted audit coverage of 2.5%. Further increases in audit Coverage will be 
obtained from combined efforts with other tax branches (up to 3.5%). The 
preferred audit coverage based on Revenue Canada experience is 5%. 


Since this is an entirely new tax, with unknown taxroll characteristics and 
client behaviour, the start-up period is particularly important as a learning 
phase. The optimum balance of Customer services and audit coverage in the 
mature operation will be determined on the basis of the start-up experience 
and this may necessitate adjustment to the original staffing plan. 


Head Office Staffing 


All head office functions will be required by January 1990 and are expected to 
be filled by that date. 


GTA East Staffing 


The start-up regional office will begin staffing in October 1989, and quickly 
build to a maximum staff strength of 51 by April 1, 1990. This regional office 
will handle the entire province until the remaining regional offices are phased in. 
Except for several key management positions, the majority of these 51 
positions will be client representatives. In the early stages EHT will recruit a 
blend of internal secondments/temporary assignments and contract staff. 


Between October 1989 and December 1989, GTA East staff will be employed in 
building the taxroll based on returned questionnaires. Follow-up to identify 
potential taxpayers may be required in some instances. As remittances start 
to come in beginning January 1990, the staff will be involved in providing the 
ongoing client specific services. 


As the other regional offices are phased in during fiscal 1990/91, staffing level 
in the GTA East will be reduced. By April 1991, all regional offices are 
expected to be in full operation. At such time, the GTA East staffing level will 
be reduced, and maintained at the matured level of 33. The makeup of the 
staffing will reflect a higher audit Component as the demand for client specific 
service decreases. 
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Remaining Regional Offices 


The remaining regions will be started up during fiscal 90/91. The planned 
start-up order is: 


Windsor-London June 1990 
Ottawa August 1990 
Hamilton-Niagara October 1990 
Kenora-Thunder Bay-Sault Ste. Marie December 1990 
GTA West February 1991 


The start-up order and dates are tentative at this point and will likely be 
determined by the availability of suitable office space and the stability of the 
process. 


Again, emphasis is on client specific services in the beginning with a build up of 
the audit force as the operation matures. 
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MATURE ORGANIZATION STRUCTURE 


Director 1 
Secretariat 9 
Process Control 9 
Legislation 7 
subtotal Head Office 26 
Regions (6) 
GTA East 33 
GTA West 33 
Ottawa 28 
Hamilton-Niagara 33 
Windsor-London 33 
Kenora-Thunder Bay-S. S. Marie NY 
subtotal regions LY 
Branch Total 203 
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Remaining Regional Offices 


The remaining regions will be started up during fiscal 90/91. The planned 
start-up order is: 


London June 1990 
Ottawa August 1990 
Hamilton October 1990 
Thunder Bay December 1990 
GTA West February 1991 


The start-up order and dates are tentative at this point and will likely be 
determined by the availability of suitable office space and the stability of the 
process. 


Again, emphasis is on client specific services in the beginning with a build up of 
the audit force as the operation matures. 
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MATURE ORGANIZATION STRUCTURE 


Director 1 
Secretariat 9 
Process Control 9 
Legislation W), 
subtotal Head Office 26 
Regions (6) 
GTA East 33 
GTA West 39 
Ottawa 28 
Hamilton 33 
London 33 
Thunder Bay HY 
subtotal regions LT, 
Branch Total 203 
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Head Office 


Director INEGRS. 
Legislation 
Sr. Mgr Legislation 1 AM21 
Sector Specialists 4 AM20 
Interpretation Specialists 2 AM19 
7 
Secretariat 
Manager AM20 


1 

Program Analysts 2 

Network Administrator 1 
LAN support analyst SOL 

Financial Officers 2 

Administrative Clerks Zz 


Process Control 


Manager ul 
Process Controllers 2 
Information Specialist 1 
Production Control Officers AZ SOI 
Accounting Clerks 2 
Supplies Clerk il 
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Regional Offices 


Large region (GTA East, GTA West, Hamilton-Niagara, Windsor-London) - 
90,000 accounts 


Regional Service Manager 1 AM21 
Administrative support 1 OAG8 
Audit 
Audit Manager 1 AM20 
Sr. Auditors 2 FO4 
Auditors 9 FO2 
Audit Assistants 2 OAG12 


Client Service (compliance, collection, customer service, 
enquiries, account maintenance, surveillance) 


— 
> 
= 
— 
co 


Client Service Manager 
Collections Specialists 2 OAGI1 
Client Service Representatives 14 OAG1O 


33 
Medium region (Ottawa) - 75,000 accounts 
Regional Service Manager 1 AM21 
Administrative support 1 OAG8 
Audit 


Audit Manager 1 
Sr. Auditors 2) 
Auditors : 7 FO2 
Audit Assistants 2 


Client Service (compliance, collection, customer service, 
enquiries, account maintenance, surveillance) 


Client Service Manager 1 AM18 
Collections Specialists 1 OAG11 
Client Service Representatives 12 OAG10 
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Small region (Kenora-Thunder Bay-Sault Ste. Marie) - 40,000 accounts 


Regional Service Manager 1 AM21 
Administrative support 1 OAG8 
Audit 
Audit Manager 0 * 
Sr. Auditors 1 FO4 
Auditors 4 FO2 
Audit Assistants 2 OAG12 


Client Service (compliance, collection, customer service, 
enquiries, account maintenance, surveillance) 


Client Service Manager 1 AM18 
Collections Specialists 1 OAG11 
Client Service Representatives 6 OAG10O 


* Audit related direction provided by nearest Regional Office 


Expected Performance Measures (Mature Operations): 
Taxroll size 475,000 


Audit Coverage: 
Dedicated EHT resources 
(58 auditors x 200 = 11,600 audits per year) 
Audit enhancement from other Revenue Branches 


(10 P.Y. - 5,000 audits) 


Total coverage 


Service Level: 
No. of accounts per client representative (p.a.) 
Average service time per account (25% requiring 
service) 
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Appendix D 


FACILITIES REQUIREMENTS 
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EHT FACILITIES REQUIREMENTS 


Locating the start-up of the EHT program in the Michael Starr Building will facilitate 
the extensive interaction required with other Ministry staff during development and 
permit a more flexible and controlled creation of the taxroll. It will also enable the 
utilization of the existing infrastructure for ongoing operations. This infrastructure 
includes the Taxation Data Centre (TDC) which will process instalments and returns; 
Taxpayer Services Branch (TSB) which offers tax enquiry, and marketing services; 
Communications Services Branch (CSB); the Revenue Computing Centre (RCC); 
Information Technology Division (ITD) which provides technical support and Corporate 
Resources Division (CRD) which provides a variety of administrative and financial 
support services. 


The operational workload of EHT will be driven by client response to the program 
and is difficult to forecast without prior experience. It is essential during start-up to 
be able to act in a flexible and quick manner to ensure that the creation of the 
taxroll remains under control. To meet the EHT time frame, it is necessary to perform 
many aspects of development, implementation and operation in parallel with a high 
degree of consultation and co-ordination that can only be possible through close 
physical proximity with other Ministry of Revenue resources in the Michael Starr 
building. 


Since the Starr building has no additional space, it will be necessary to relocate 
existing operations from the Starr building to accommodate EHT. 


\fiek EHT facilities requirements are summarized as follows: 


= Taxpayer Services Branch will be upgraded by August 15, 1989 to handle 
general queries and follow up on undelivered questionnaires starting from 
the initial Communications with potential taxpayers. This upgrade includes 
the acquisition of additional furniture, headsets and visuals. 


= Two existing operations (the Retail Sales Tax Branch Durham Field Office 
and the Tax Appeals Branch) will be relocated from the Starr building to 
other space in the Durham Region by October 1, 1989. 


~ An initial EHT processing location will be set up by October 1, 1989 in 
the Starr building in the vacated space. This location will handle the 
taxroll creation from October through December 1989 and continue with 
all taxroll maintenance and remittance processing until other regional 
offices phase in. The initial location will concentrate on the customer 
specific service function and primarily use seconded and contract 
resources. 


= The Taxation Data Centre will be upgraded by January 1, 1990 to handle 
the on-going data entry processing. A contingency alternative date, 
allowing for a delay in equipment availability, will be April 1, 1990 and 
include contract data entry for 3 months. 


= The EHT Head Office will be set up in the Starr building in the vacated 


space by January 1, 1990 to provide the full head office program 
functions. 
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= As components of the program delivery are implemented and the program 
stabilizes, regional offices will be set up during 1990 and take over 
related processing from the initial location. The initial location will remain 
as the Greater Toronto East regional office. By April 1, 1991 decentralized 
program delivery will be achieved and will include the full audit function. 


EHT Staff Requirements in the Michael Starr Building 


Under the proposed business design, the EHT program will cause the following peak 
person-year increases in the building in 1990/91: 


EHT head office staff 26 
EHT start up location staff 51 
Impact on TSB 15 
Impact on TDC 35 
Impact on other branches 19 

Total staff 146 


Relocation of Branches from the Michael Starr Building ' 


The two operations selected for relocation, with a combined total of 130 staff, are 
Tax Appeals Branch and the Durham Field Office of the Retail Sales Tax Branch. 


1. Retail Sales Tax Durham Field Office 


The establishment of the Durham Field Office coincided with the relocation of the 
Ministry of Revenue to Oshawa in 1983. Originally, the Field Office requirement was 
for a ground floor storefront location within Durham Region. As expansion space was 
available within the Michael Starr Building at the time, a decision was made by 
Ministry management to incorporate the Field Office within Head Office rather than 
off-site. 


The inclusion of the RST Field Office with Head Office created some operational 
problems. For example: 


= the process of signing-in vendors and issuing building access passes to 
clear vendors through building security creates a delay in providing 
customer services. RST clientele frequently complain that service is 
inconvenient under these circumstances. 


- The third floor location creates a security problem for Head Office as 


1 See also, Ministry study, Business Case for the Relocation of the Retail Sales Tax, Durham Field Office and Tax 
Appeals Branch, March 1988 
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= The third floor location creates a security problem for Head Office as 
clients visiting the RST Field Office could easily gain access to other 
floors of the building. 

= Parking in the downtown core of Oshawa is inadequate. 


Relocation of the RST Durham Field Office outside the Ministry's Head Office would 
improve customer service for taxpayers in the region and would also improve security 
in the Michael Starr Building. 


Factors which restrict the choice of alternatives for accommodation are: 
= ease of accessibility for disabled clients; 


= access to public transportation and adequacy of parking facilities; 


= good visibility - preferably with a store front on the main floor of a 
building, or inside a plaza or mall; 


= The preferred locations are (in the order): 


* Whitby 
* Oshawa 


2. Tax Appeals Branch 


Prior to the Ministry's relocation to Oshawa, the Tax Appeals Branch (TAB) was 
located outside of Head Office. Experience showed this to be a very good way of 
doing business and contributed to the public perception of the Tax Appeals office as 
an independent and objective review board. 


After moving to Oshawa, the Tax Appeals Branch was located in available retail 
space on the ground floor of Head Office. This created a number of operational 
problems, including the following: 


- The apparent image of objectivity is lost as the Ministry of Revenue has 
a very solid presence in Oshawa. 


- The location is inconvenient for the majority of appeal cases. 

- Parking in downtown Oshawa is inadequate. 
Relocation of the Tax Appeals Branch away from Head Office but within the Greater 
Toronto Area (i.e., remaining near to the client base concentration) will restore the 
situation that prevailed in Toronto. Such a move would serve to enhance the public's 


perception of the essential independence and objectivity of the branch and would 
offer more convenient customer service. 
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Factors 


which restrict the choice of alternatives for accommodation. are: 


ease of accessibility for disabled clients; 
access to public transportation and adequacy of parking facilities; 


good visibility - preferably with a store front on the main floor of a 
building, or inside a plaza or mall; 


access separate from other Revenue functions to provide clientele with a 
degree of privacy and project an image of independence. 


The preferred locations are (in the order): 
* Whitby 


* Ajax 
* Pickering 


Notwithstanding the space pressures within the Michael Starr Building resulting from 
EHT, there are sound business reasons for the relocation of both of these operations. 
Both represent stand alone operations in a stable state. In each case, relocation to 
a more appropriate location would improve customer service. In addition, these 
relocations would lead to improved security in the Michael Starr building and an 
enhanced image of objectivity in the appeals process. 


General Facility Requirements (EHT Head and Regional Offices) 


Space and standard office equipment (work stations, telephones, facsimile, 
photocopiers, etc.) 


Appropriate mix of desktop and/or laptop microcomputers, peripherals and 
software for each staff member, connected to EHT LAN, with direct 
connection to the RCC for high volume users. Associated 
telecommunications equipment. 


The on-site storage of information in paper form will be avoided as much 
as possible. The system input transactions (questionnaires, remittance 
advices, annual reconciliations and declarations) will be stored 
electronically and/or off-site. The ESPRIT 97 project, the Ministry of 
Revenue’s integrated business and information planning process, will 
provide advice in this area. 
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Additional Requirements for EHT Regional Offices 


= Digital Voice Response system (to allow direct access to applicable 
client service representatives). 


= Reception area (for walk in traffic, brochures). 
= Client interview rooms (3 to 6, depending on client base). 


= Secure storage space (1000 sq. ft) for temporary storage of client books 
and files submitted for audit. 


TSB Requirements 
= Work stations for 15 staff. 


= 38 3270-type terminals (11 for new staff and 27 to maintain customer 
service levels for existing staff now sharing terminals). 


TDC Requirements 


= Scanner (1), NCR encoders (8), UNISYS terminals (24), data entry work 
stations (2), mail opening machine (1). 


S Expansion of the scanner and encoder rooms. 
= Working space (baffles, tables, and chairs) for 20 staff. 


= Work stations for 28 new staff and 30 existing staff. 
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Appendix E 


COMMUNICATIONS STRATEGY 
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OF 2.2 


INTRODUCTION 


The successful implementation of EHT requires the co-operative effort of a number of 
branches within the Ministry of Revenue, as well as liaison with other ministries - 
namely, Health and Treasury and Economics - and direct contact with Ontario 
employers, who will be responsible for remitting the new tax. 


A comprehensive communications strategy plays a vital role in the thorough 
assessment of employers’ needs and the effective Communication of the requirements 
of EHT to employers, intermediary groups, and the general public. The strategy will 
address both proactive Communications requirements relating to the taxpayer and 
customer services activities to be undertaken in response to enquiries. 


EXECUTIVE SUMMARY 


The communications plan outlined in this appendix gives a broad overview of the 
necessary steps for the effective implementation of the EHT and its integration into 
the structure of the Ministry of Revenue. 


The proactive external Communications strategy (Part A) provides a comprehensive 
look at the initiatives that the Ministry must undertake in order to inform employers 
of their responsibilities under the EHT legislation. Strategy components also address 
the need to utilize resources outside the Ministry to disseminate information regarding 
the basics of EHT and its effect on health care coverage in Ontario. 


Part B, concerning customer services activities, deals mainly with responding to both 
written and verbal enquiries received by Ministry staff. The establishment of EHT as 
a new branch presents the Ministry with the opportunity to be innovative in setting 
administrative procedures, including a newly-created, sophisticated, state-of-the-art, 
electronic system for logging, routing, and tracking enquiries. This design will permit 
easy access for TSB staff providing responses over the phone and will provide up- 
to-date account information for EHT Branch staff. 


The remaining sections outline Considerations that are important to the implementation 


of the strategy. These include: media monitoring, Freedom of Information requests, 
and French Language Services requirements. 
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PART A. PROACTIVE COMMUNICATIONS INITIATIVES 


44 


a, ee, , ow aad rt oan Saree 4 
nf a? oe iy e' 0 4, Ror HH = ei 
ee 


i ie i- - ae soar 


vee ‘i ¢ ; vile a aa 4 


Ramat a 


PART A. PROACTIVE COMMUNICATIONS INITIATIVES 


(i) Introduction 


This communications strategy outlines recommended activities to be undertaken 
through the introductory, implementation and maintenance phases of the new EHT 
program in the Ministry of Revenue. 


(ii) Objectives 


0) to inform employers: 


> of their responsibilities under EHT and how EHT and OHIP filing 
requirements differ 


> that EHT will not necessarily lead to increased product prices 
> of the reduced administrative payroll burden to employers 


0) to assist employers in assessing their needs in implementing EHT 


(o) 


to alleviate concerns and clarify possible points of confusion with the regulations 
and requirements outlined in the EHT legislation 


o to make the Ontario public aware of EHT and its role in the provision of health 
care coverage in Ontario 


ce) 


to clarify how self-employed persons contribute to the cost of health care in 
Ontario 


(iii) Target Audiences 


Primary: 
fo) Ontario employers 
0) interest groups 
Secondary: 
fe) Ontario employees 
(0) self-employed persons 
(0) other affected groups, such as seniors, students, people receiving social 
assistance, unemployed persons 
O other ministries 


oO MPPs and Ontario MPs 
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(iv) Assessing Employers’ Needs 


Objectives: 


to examine employers’ needs, concerns, and possible points of confusion with the 
implementation of the Tax by January 1990 


o) to find out how they do their business and how they can implement EHT 
o . to identify a set of questions which will help to establish the contents of the 
employer information kit (will include a set of consolidated responses to certain 
situations and problems) 
eg. residency of employees; systems problems; roadblocks in complying with 
the regulations; questions about rates; who is exempt; definition of 
employee; who is considered self-employed; what is included in the term 
remuneration; salaries of temporary and contract staff 
Method: 
0) a proposed co-operative venture with Treasury and Economics, Health and 
certain interest groups to explore employers’ needs from different perspectives 
(0) establish working groups to understand standards and protocol so that EHT can 


move into Electronic Funds Transfer (EFT)/ Electronic Data Interchange (EDI) 


Potential Representation: 


Ministry of Health 
Ministry of Treasury and Economics 


MCCR re: overview of incorporation requirements-- for questions from self- 
employed persons 


MITT Small Business Branch re: small business advocacy groups and needs of 
small business owners 


Interest groups and associations such as banks, payroll services, chartered 
accountants, real estate associations, law firms, insurance companies, 
municipalities, universities, school boards, hospitals, medical associations, and a 
random sample of employers 
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(v) Strategy Components 


Due to the nature of the EHT program and its widespread implications for all Ontario 
residents and employers, it is important for the Ministry to undertake a number of 
initiatives to educate the public as well as assist employers in accommodating for 
this new taxation requirement. 


The components outlined in this strategy may be used either individually or in concert 
with other initiatives to provide the necessary information and assistance to 
employers and the general public in a timely and effective manner. 


A visual identity for EHT will be incorporated in all print materials to lend top-of-mind 
recognition to the program. With a new program like EHT, immediate identification is 
important, especially since it affects such a variety of target audiences. 


The components are divided into three phases to address the different approaches 
required for the introduction, implementation and maintenance of the EHT program. 
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Phase One: introduction (in progress-- ongoing since May 17, 1989) 


1. Budget Document 


O The Budget document outlined the elimination of Ontario Health Insurance 
Plan premiums and the introduction of the Employer Health Tax. 


(0) The document was distributed widely through the Ministry of Treasury 
and Economics, the Ministry of Revenue, the Ministry of Revenue’'s 
Toronto Public Enquiry Centre, other ministries, and a comprehensive 
mailing list of accountants, lawyers, etc. 


2. Press Release 


fe) Press releases for each of Revenue's initiatives were issued as part of 
the Budget kit, as well as on request through Revenue’s ARIEL 
publications distribution system, Revenue’s Communications Services 
Branch and the Ministry of Treasury and Economics. 


3. Telephone Enquiry ("Hotline") Service 


(0) The Ministry of Revenue's Taxpayer Services Branch provided a 
telephone "Hotline" for enquiries on all Budget measures. Calls not 
directly handled by TSB staff were routed to appropriate program staff. 


4. Correspondence 


fo) Written enquiries from the public have been handled by Revenue staff. 
Correspondence received by the Ministry is presently channelled through 
Employer Health Tax staff to ensure appropriate and consistent 
responses. 
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Phase Two: Implementation 


1. Visual Identity 


fo) to lend immediate recognition to EHT print materials 

fe) visual identity to include consistent type face, and possibly a logo, to be 
used in all print materials, etc. 

fo) visual identity to give top-of-mind recognition to the EHT program 

Target Date: proposal - by July 14, 1989 


approved - by July 21, 1989 (completed) 


2. Employer Questionnaire 


O one-page questionnaire sent to employers listed on Revenue Canada 
PAYDAC database 

fe) will confirm PAYDAC tombstone information, assign EHT Account numbers 
and ask employers to provide gross annual payroll estimates, etc. so 
that instalment schedules can be determined 

Target Date: to be mailed August 25, 1989 


3. EHT Guide 


O 


primary purpose of the guide will be to provide employers with a 
background to EHT and establish its separate identity from OHIP; filing 
requirement differences between OHIP and EHT; health care coverage; 
definition of the tax; guidelines for implementation (scenarios/ situations 
to explain the Act); related topics (ie. collective agreements, anything 
unique to a specific industry-- staff turnover, other topics gleaned from 
logged enquiries); samples/specimens of forms; objections and appeals; 
exemptions, refunds and rebates; interest and penalties; enquiry address, 
phone numbers, and fax numbers 


to be produced by an outside firm in English and French 


depending on future needs, the guide may be made available after 
September in Greek, Chinese, Portuguese, Korean, and Italian 


initial print run to be approximately 700,000 to ensure an adequate 
supply for distribution to employers and certain interest group contacts 


Target Date: to be available for distribution by 


September 1, 1989 
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4. 


5. 


6. 


EHT Brochure 


fe) to provide an overview of the EHT program and its requirements and to 
familiarize employers and other affected groups with the basics of the 
program 

fo) English/French, one-page, tumble format 

(e) initial print run to be approximately one million to ensure adequate supply 
for distribution through the employer kit, distribution to associations, and 
distribution through Ministry field offices, MPP and Ontario MP 
constituency offices, and other participating ministries (ie. Health; Treasury 
and Economics; MITT; MCCR) 

Target Date: to be available for distribution by 


September 1, 1989 


Fact Sheet/Explanatory Notes 


e) to provide explanation of portions of the legislation which may need 
clarification or examples to illustrate applications 

fe) stapled, word-processed or desk-topped, manuscript format 

Target Date: to be available for distribution by 


September 1, 1989 


Minister's Letter 


ce) 


a letter will be issued from the Minister to Cabinet, MPPs, Ontario MPs, 
MPP constituency offices, Ontario employers, established contacts for 
various interest groups (tailor-made letter for Cabinet, MPPs and MPs, 
and generic letter for employer information kit) 


to introduce EHT, basics of the program, and enquiry numbers for 
additional print materials or further information 


Target Date: to be available for distribution by 


September 1, 1989 
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7. Kit Covers 


fo) kit covers to hold all print materials to be distributed to employers, 
media, MPPs and Ontario MPs 


fe) quantity: approximately 700,000 
Target Date: to be available for distribution by 
September 1, 1989 
8. Press Release 
(0) despite EHT's built-in launch date with the presentation of the Ontario 
Budget in May, a press release announcing the introduction of the new 
tax will ensure adequate coverage throughout the province 
fe) distribution of the release will include Queen's Park Press Gallery, Canada 
News Wire, and OCNA (Ontario Community Newspaper Association) to 
capture English and French daily and weekly newspapers across Ontario 
and other ethnic publications 
O to be printed on Ministry News Release letterhead 
Target Date: to be available for distribution by 
September 1, 1989 
9. Bulletins 
0) one-page, desk-topped, English/French, tumble-format bulletins 
0) to explain specific points about EHT; updates; reminders about filing; 


interpretations 


Target Date: to be available for distribution by 
September 1, 1989, with subsequent distributions as required 
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10. Employer Information Kit 
(o) to contain components 3, 4, 5, 6, 7, 8, and 9, above 


fe) to be distributed to employers and contacts for certain interest groups, 
Ministry of Health, Ministry of Treasury and Economics 


fe) kit will provide employer with information regarding instalment payments, 
rates, and obligations under EHT 


Target Date: to be available for distribution by 
September 1, 1989 


11. Media Kit 
0) to contain brochure, fact sheet/explanatory notes, press release, letter 
from Minister 
fe) to be issued on request or for use at media briefing, if scheduled 
Target Date: to be available for distribution by 


September 1, 1989 


12. MPP Information Package 
fo) to contain Components 3, 4, 5, 6, 7, 8, and 9, above 
oO to provide MPPs and their constituency office staff with resource 


materials to be used when approached by constituents who have 
questions about EHT 


Target Date: to be available for distribution by 
September 1, 1989 
13. Media Briefing 
(0) Ministry to host a briefing to provide a more comprehensive understanding 


of EHT to the media, who will provide free media coverage in explaining 
EHT to the public through newspaper and magazine articles 


Target Date: to be scheduled as required (ideally, week of September 25, 
1989, to coincide with mailout of kit to employers) 
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14. Presentations/Seminars 


certain employers or interest groups may express a need to have 


fe) 
Ministry staff present a comprehensive look at EHT and answer questions 
re: set-up of the tax filing system; adapting their system to 
accommodate EHT requirements, etc. 

fe) presentation materials (ie. overheads, handouts, notes/script) may have to 
be prepared 

oO Ministry will offer this service to employers through the Guide or 
brochure, and presentations will be made on a request basis 

Target Date: beginning September 18, 1989, and ongoing as required 


15. Canned Articles 


a number of specialty publications (Small Business Magazine; Northern 


o) 
Ontario Business) or interest groups may wish to publish articles about 
EHT but would prefer to receive prepared, pre-approved articles from the 
Ministry 

oO it would be at the discretion of the individual organizations whether or 
not they publish the articles 

Target Date: to be available September 1989 and ongoing, as required 


16. Print Advertisement 


advertising Campaign to follow mailing to capture any employer who did 


(o) 
not receive a kit 

(e) one-colour advertisement to appear in English and French daily and 
weekly newspapers across Ontario 

e) advertisement to be drafted in-house, with production, media placement, 
and distribution handled by the Ministry's contract advertising agency 

Target Date: week of October 2, 1989 
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(vi) 


Timetable 


Phase One: Introduction (in progress) 


us 
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Budget Document 
Press Release 
Telephone Enquiry ("Hotline") Service 


Correspondence 


Phase Two: Implementation 
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Visual Identity 

Employer Questionnaire 

EHT Guide 

EHT Brochure 

Fact Sheet/Explanatory Notes 
Minister's Letter 

Kit Covers 

Press Release 


Bulletins 


Employer Info. Kit Assembly/Distribution 


Media Kit 

MPP Information Package 
Media Briefing 
Presentations/Seminars 
Canned Articles 


Print Advertisement 
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May 1989 
May 1989 
May 1989 
May 1989 


July 1989 


August 1989 


September 
September 
September 
September 
September 
September 
September 
September 
September 
September 
September 
September 


September 


1989 
1989 
1989 
1989 
1989 
1989 
1989 and ongoing 
1989 
1989 
1989 
1989 
1989 and ongoing 
1989 and ongoing 


October 1989 
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Phase Three: Ongoing Maintenance Activities** 


1. Bulletins 
Correspondence 
Mail Inserts 


Canned Articles 


a 


Press Release 


** These initiatives will be undertaken as required. 
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PART B. CUSTOMER SERVICES ACTIVITIES 
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PART B. CUSTOMER SERVICES ACTIVITIES 


This section of the paper addresses three issues related to client enquiries in the 
following manner: 


fo) describes strategies to deal with EHT clients contacting the Ministry by 
telephone, correspondence and walk-in visits. 


fo) identifies "pressure points" of the program which will generate large enquiry 
volumes. 


0) presents technology solutions which will aid in providing efficient Customer 
service. 


(i) Identification Of Clients 


The Taxpayer Services Branch has been handling enquiries on the Employer Health 
Tax since the Budget was introduced on May 17, 1989. Since that time over 2200 
calls on the Employer Health Tax and 800 dealing with OHIP have been received. 

A study of these enquiries has provided valuable market information about the type 
of external clients who will be affected by the tax and the information needs which 
must be satisfied. This type of market information is essential with as large a client 
base as the Employer Health Tax. 

External clients: 

0) Small business owners and operators 

o Self-employed persons 

O Ontario employees and their unions 


fe) Payroll and administrative specialists from large corporations and financial 
institutions 


fo) Chartered Accountant firms and associations 
0) Real estate brokers and associations 
fo) Managers of employee relations firms 


o Municipalities, universities, schools and hospitals 
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There will be other ministries and federal departments needing Employer Health Tax 
information in order to serve their business clients: 


O 


Ministry of Industry, Trade & Technology 
(including the field network of 18 offices) 


Ministry of Northern Development and Mines 
(including the field network of 31 offices) 


Ministry of Health 
(including the field network of 19 offices) 


Ministry of Consumer and Commercial Relations 
Ministry of Labour 


Federal Business Development Bank 


(ii) Identification Of Needs 


A number of issues and client concerns have been identified from the calls received 


to date: 

fo) the remittance procedure as of January, 1990 

O the availability of factual information for Companies to change computer systems; 
callers stressed the urgency of this information and expressed concern over the 
costs of these new systems 

0) definition of payroll vs other remunerations 

0) EHT instalments on salaries for employees of embassies, consulates, other 
governments, etc. 

(o) questions of EHT for natives 

Oo impact on collective agreements 

fe) concerns from small businesses that the tax will adversely affect their profit 
margins 

(0) 


questions about how the tax can be avoided 


Written referrals have identified specific Companies and interest groups (like the 
Canadian Payroll Association and Canadian Restaurant Association) who have asked 
to provide input into the design of this tax and have offered the assistance of their 
members to help with market testing. 
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Gathering and sharing information in a timely fashion with the taxpayer, special 
interest groups and associations regarding the Employer Health Tax will enhance all 
phases of implementation and the on-going maintenance of the program. 


(iii) Telephone Assistance 


Incoming calls 


With respect to incoming calls, the Taxpayer Services Branch proposes to deliver the 
following service through its Telephone Information Centre: 


0 one-stop toll-free access for all public enquiries regarding the Employer Health 
Tax 


o full bilingual service with the added offering of a dedicated French enquiry line 


0 40 trained staff, experienced in responding to information and account-related 
calls on Revenue programs 


othe capacity to handle up to 4000 calls per day 


othe up-front handling of over 80% of calls, leaving EHT policy and legislation 
specialists to deal with the balance of complex and interpretative enquiries 


o daily statistical reporting and periodic analysis of trends to enable the EHT 
team to gauge client reaction to elements of the program 


oimmediate referrals of media enquiries and all other calls deemed "critical" for 
response by the EHT team 


oa service target of 85% of calls answered within 20 seconds or less. 


Outgoing Calls 


Considering the fact that EHT is a new tax, compliance rates may be unstable in the 
first few months of operation. Should large call-outs be necessary, either for 
purposes of data verification, or first-level collections, TSB staff and resources are 
available for this. TSB satisfactorily actioned Corporations Tax delinquent accounts 
Sal a two-year period, most recently using the TRACE Automated Collections 

ystem. 


Should this be necessary, it is proposed to use existing staff in off-peak hours in 
order to manage workloads with allocated resources. 
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(iv) Pressure Points 


It is a general rule that whenever the Ministry Communicates with clients, whether it 
be in the form of a newspaper ad, tax bulletin or radio announcement, a percentage 
of clients call to request either verification or clarification. 


It is imperative that all questionnaires and forms be subjected to pre- 
testing prior to their mailing. This process eliminates unforeseen errors 
and biases, and ensures that the data EHT wants captured will be what 
the client provides. 


Contact with the Canadian Payroll Association might even result in these 
elements being tested among a sample of their members. 


The following schedule identifies pressure points and associated call volumes 
estimates: 


Oo 


August 1989 


A questionnaire will be mailed out to all employers resident on the federal 
PAYDAC file. The questionnaire will trigger calls seeking clarification of terms 
such as: permanent establishment, gross payroll and seasonal employment. There 
will also be calls for assistance in completing the form. The anticipated call 
volume will be 8,000 calls over a 20 day period. 


September 1989 


An employer kit will be mailed to those employers who indicated, via their 
response to the questionnaire, that they will be required to pay the tax. The kit 
will contain information for the employer in the form of a guide or brochure and 
a copy of the remittance advice. The kit will trigger calls requesting verification 
of monthly or quarterly filing and clarification of the tax rates. The anticipated 
cail volume will be 10,000 calls over a 20 day period. 


A print advertising Campaign will follow the issuance of the employer kit. It will 
inform all employers who did not receive a kit to contact the Ministry to request 
one. The anticipated call volume will be 4,000 calls over a 10 day period. 


December 1989 


As the implementation date rapidly approaches members of the general public will 
contact the Ministry to verify OHIP/EHT related information such as: am | still 
covered by OHIP? will my employer be paying for me? | am only a part-time 
employee -- am | covered by OHIP? Other enquiry types will begin to emerge 
such as: small employers confirming filing periods and rates; and questions 
relating to legislative interpretation. The anticipated call volume will be 5,000 
calls in a 20 day period. In 1990, it is anticipated that the call volumes will 
peak quarterly. During January, April, July and October, call volumes are 
expected to be 18,000 each month. In non-filing months, calls are expected to 
be at the 6,000 level. 
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Pressure points can also be used as opportunities for data collection. 

As TSB staff have clients on the line, they can ask questions designed 
to verify the data base, or survey for market information, i.e. how clients 
heard about the program, what difficulties they had in complying, etc. 


(v) MPP Enquiry Service 


o For several years, the GITC branch has operated a special telephone enquiry 
service for MPPs. This has enabled constituency office staff to use a special 
number to get express service for their clients on questions relating to Ontario 
Tax Grants, GAINS and OHOSP. GITC has agreed to add EHT as an additional 
program about which MPPs can call for service and information. (This number is 
publicized in constituency bulletins only.) 


All MPP specialists staffing this line would be included in regular TSB training 
sessions on the program. 


There are no expenses associated with this measure. 


(vi) Training 
TSB traditionally includes intensive program training for its staff before they can 
answer enquiries on behalf of client branches. 


TSB will provide 4 experienced resources to train Telephone Information, the MPP unit 
and field office staff in the EHT. 


Program training will take place in August and will be completed over a 4 week 
period. 


TSB will make these staff resources available to EHT Branch staff required to make 
program presentations to special interest groups. 
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(vii) Use Of Technology 


There are at least 4 technology applications that would result in more effective 
enquiry management: 


1) 


2) 


3) 


4) 


On-line Enquiry Tracking System: The OPPTA data base has incorporated an 
automated enquiry logging and tracking system. Incorporation of similar screens 
into the EHT system, would enable TSB/EHT to provide a client with an up-to- 
the-minute status on his enquiry. 


On-line Address/Status Changes: The BASYS data base enables the inputting 
of address/status changes on-line by the same staff member serving the client. 
All input changes made by TSB could be electronically sent to EHT program 
specialists who could verify the changes. This system is currently used in RST, 
and has the advantage of increasing data base accuracy while decreasing paper 
flow. 


Electronic Text Retrieval: Both CT and RST are presently using a PC based 
software package (Textmate), which provides easy access to an electronic 
manuais system, for the purpose of assisting in legislative research and 
interpretation, and referencing audit procedures and techniques. 


It is anticipated that a similar system will be developed for EHT which can be 
used by both the statute branch and the TSB's information centres. The system 
will be developed in concert with EHT and ITD with the costs depending on 
whether a main frame or PC based system will be developed. This system will 
be used by TSB as a prototype for the automation of the manual (Tel Mor) used 
by the Program Information Officers. 


Interpretations Library for users of touch-tone phones: It is important that in the 
first year of EHT's operation, electronically-recorded information not be a 


substitute for ‘live’ staff assistance. However, it can serve as a useful adjunct. 
The following categories are samples of text that could be recorded and 
electronically accessed through use of a touch-tone phone: 


0 definitions of: permanent establishments, corporate entity, payroll and other 
remunerations, etc. 


oresident vs. non-resident: when does the tax apply 

0 outline and explanation of tax rates 

oremittance procedures 

o explanation of Compound interest and penalties. 

TSB will undertake to explore the feasibility and cost-effectiveness of this 


technology. Costs could be in the area of $380 thousand. The advantage is 
that EHT clients could access this tape library during evenings and weekends. 
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(viii) Ministry Of Revenue Information Centres 


Walk-in Services 


The Taxpayer Services Branch will provide one-stop service to EHT clients needing 
program information, forms and publications, or a location to deposit returns and 
remittances in these areas: 


Toronto 
Barrie 
Sudbury 
Thunder Bay 
Windsor 
Belleville 


loom oom oko) 


The Toronto Public Enquiry Centre currently handles $1 billion in walk-in remittances 
each year for Corporations Tax, RST and MFTT taxes. This downtown location is 
likely to be used by downtown companies to deliver their EHT remittances, 
particularly if they are large payments, i.e., over $500,000. An arrangement with 
local banks is currently in place whereby deposits can be made up to 7 p.m. daily to 
maximize cash flow. 


Outreach Services 


Staff in the MOR field offices are already visiting businesses to explain vendor 
obligations under the RST Act. Their work could be extended to explain EHT filing 
requirements, particularly in the case of small or newly-registered businesses. 


The offices could also serve as bases for EHT field auditors. 


Correspondence 


All correspondence will be the responsibility of EHT to log and answer. TSB staff 
will assist if backlogs develop. 


It is proposed that remittance envelopes include a tear-off change-of-address form, 


these can be actioned in TDC where the remittance envelopes are opened. (This 
process is currently working successfully for RST.) 
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(ix) ARIEL Publications Distribution System 


In addition to answering general enquiries, the Taxpayer Services Branch will provide 
one-stop service to EHT clients needing program forms and/or publications sent to 
them by mail or fax. TSB currently distributes over 1.1 million publications and forms 
through this service. Based on actual T.R.G.P. statistics where the number of 
requests equals 20% of the data base population, it is estimated that 80,000 to 
100,000 EHT publications will be requested annually. 


The ARIEL system is used to target, track and distribute publications requested by 
taxpayers on the TRGP’s supplementary (non-taxroll) mailing lists. The system is 
designed to send new and revised publications to subscribers as soon as the 
information becomes available. 


ARIEL's intention is not to duplicate information contained on taxrolls, but to act as 
an aid in the distribution of information to those who would not otherwise receive it. 
For example: In the case of the OPPTA program, the ARIEL system services 
information intermediaries such as senior citizen groups and public information centres; 
while with Corporations Tax Branch, guides are provided to CCR Registry Offices for 
distribution to new corporations. 


Due to the large volume of accounts, mailings to the entire EHT taxroll will be done 
through the EHT database rather than ARIEL. This practice is consistent with other 
TRGP Branches. 


Publication codes, related to EHT information will be added to the system and 
referenced to extract names and addresses for the production of: 


Mailing labels = names and addresses extracted by publication 
and/or category codes; 


Management reports = for publications planning and statistical purposes; 
Customized correspondence - name and address data extracted and merged 
with word processing text to produce individually 
addressed letters. 
As a tool, the system will be used to forecast quantities for print runs when a 


publication is being revised. This will result in increased mailing accuracy and 
reduced costs associated with warehousing and handling large volumes of publications. 
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EMPLOYER HEALTH TAX 
IMPLEMENTATION AND OPERATING COSTS 


-- 89/90 PLAN -- | -- 90/91 FCST -- | -- 91/92 FCST -- | 3 YEAR 
one-time on-going | one-time on-going | one-time on-going | TOTAL 
ee eee lo ae 

1.0 Implementation Costs (one-time/start-up) | | | 
| | | 
1.1 EHT System Development (see MB20 # 89-006) 740.0 | 1,250.0 | 1,450.0 | 3,440.0 
| | | 
1.2 EHT Implementation Project Team | | | 
Oshawa Head Office | | | 
Person-years (PY), 12 staff 6.0 | | | 6.0 
Sal 219.7 | | | 21987, 
Ben 33.0 | | | 33.0 
DOE 12.0 | | | 12.0 
ee eo lo 
subtotal (to Dec. 1989) 264.7 0.0 | 0.0 0.0 | 0.0 0.0 | 264.7 
| | | 
Regional start-up visits | 5.0 | | 5.0 
Initial Regional staff training | 10.0 | | 10.0 
Region recruitment staff Relocation | 270.0 | 270.0 
Goce O iaaa ee taminiiay daca er a es 
subtotal 0.0 0.0 | 285.0 0.0 | 0.0 @20))| 285.0 
| | | 
ee ame alle 5  eee 
Ree, eee ion) 285.0 0.0 | 101) Leu) S4ox7, 
| | | 
1.3 Other setup costs | | | 
| | | 
EHT technology aq.- PC's/LAN/printers/laptops etc 456.0 | 882.0 | | 1,338.0 
| | | 
Taxation Data Centre (TDC) | | | 
Equipment | | | 
Tri-cut Mail Opener 25.0 | | | 25.0 
3 Personal Computers for ROC 15.0 | | | 15.0 
2 Personal Computers for Planning 10.0 | | | 10.0 
| | | 
Facilities upgrade | | | 
Expand encoder room 200.0 | | | 200.0 
29 WS for new staff 119.0 | | | 119.0 
28 WS for existing staff 114.0 | | | 114.0 
Reconfigure ROC 5.0 | | | 5.0 
work area design for 20 10.0 | | | 10.0 
Expand scanner room 40.0 | | | 40.0 
2 Data Entry WS 2.6 | | | 2.6 
2 WS for planning 10.0 | | | 10.0 
| | | koe 
NCR Encoder development 30.0 | 55.0 | 15.0 | 100.0 
Scanner development 35.0 | 80.0 | 15.0 | 130.0 
UNISYS development 65.0 | 7.0 | 30.0 | 170.0 
| | | 
Supporting Resources 131.0 | 114.0 | | 245.0 


TDC subtotal 811.6 O20 |ansean0 0.0 | 60.0 0.0 | 1,195.6 
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EMPLOYER HEALTH TAX 
IMPLEMENTATION AND OPERATING COSTS (Cont'd) 


-- 89/90 PLAN -- | -- 90/91 FCST -- | -- 91/92 FCST -- | 3 YEAR 
one-time on-going | one-time on-going | one-time on-going | TOTAL 
Saoan eee EW RTD Rcamammnecaianer re LE Rrser ars se sesscul| possesss= 
Tax Appeals Branch (TAB) | | | 
(5) Workstations 18.0 | 12.0 | | 30.0 
(5) PC's 12.0 | 8.0 | | 20.0 
system modi fications Vee | | | 11.3 
info bulletins 20.0 | | | 20.0 
postage 44.0 | | | 44.0 
brochure revision 30.0 | | | 30.0 
Ree oe. cc mel) mal ae 
TAB subtotal 135.3 0.0 | 20.0 0.0 | 0.0 0.0 | 155.3 
| | | 
Special Investigations (SIB) - 3 laptops | 10.0 | 5.0 | 15.0 
| | | 
Taxpayer Services Branch (TSB) - setup equip't 71.9 | | | 71.9 
| | | 
Admin & Fin'l Serv Branch (AFSB)- setup equip't 97.0 | | | 97.0 
| | | 
Info Tech Div - Bursting equip/fac. upgrade 42.0 | | | 42.0 
=s=SsSsSfSSS> SSS SSSeSsS | =sSSSSfSS=S SSS | =s=SSSSS=- SSS | =sSsSSS== 
Total 1.3 - Other Setup Costs 1,613.8 0.0 | 1,236.0 0.0 | 65.0 0.0 | 2,914.8 
| | | 
1.4 Communications Strategy | | 
Visual Identity 3.0 | | | 3.0 
Employer Kit (700,000) - initial start-up only | | | 
guide 392.0 | | 392.0 
brochure 47.0 | | | 47.0 
fact sheet 196.0 | | | 196.0 
bulletin 45.0 | | | 45.0 
minister letter 52.0 | | | 52.0 
press release 14.0 | | | 14.0 
kit covers 111.0 | | | 111.0 
assemble/insert 800.0 | | | 800.0 
envelopes 100.0 | | | 100.0 
label Ling 15.5 | | | 1525 
postage out (700,000 @ 1.52) 1,064.0 | | 1,064.0 
Media+MPP Kit 2.0 | | | 2.0 
Presentat ion/Seminar 5.0 | | | 5.0 
Advertising 200.0 | | | 200.0 
Pobre 3 ee Ge lin Ga 
Total 1.4 - Conmunications Strategy 3,046.5 0.0 | 0.0 0.0 | 0.0 0.0 | 3,046.5 
| | | 
| | | 
1.5 Questionnaire - initial start-up only | | | 
Printing - Questionnarie (770,000 x 0.0 re: AFP ) 0.0 | | | 0.0 
Letter/instructions (770,000 x .04) 30.8 | | | 30.8 
Envelope outgoing/return (770,000 x .021 x 2) 32.3 | | | 32.3 
Postage - outgoing (770,000 x .38 ) 292.6 | | | 292.6 
Postage - return (475,000 x .41 ) 194.8 | | | 194.8 
Inserting - Trim etc. (770,000 xX .018) 13.9 | | | 13.9 
Data-entry (farm-out 475,000 @ $2.85) 1,353.8 | | | 1,353.8 
aa: ome le ae. 
Total 1.5 - Questionnaire 1,918.2 0.0 0.0 0.0 | 0.0 0.0 1,918.2 


Total Implementation costs 7,583.2 0.0 | 2,771.0 0.0 | 1,515.0 0.0 | 11,869.2 
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EMPLOYER HEALTH TAX 
IMPLEMENTATION AND OPERATING COSTS (Cont’d) 


2.0 Operating Costs (ongoing) 


2.1 EHT Branch 
Head Office 


PY 
Sal 


-- 89/90 PLAN -- | 


10.1 
477.7 
1.7 


on-going Employer kit (50,000 per year @ 3.64 incl. postage) 
6 on-going Questionnaire (120,000 per year @ 1.25 incl. postage) 

remittance/reconciliation (2.775 million x .50) 

telecommunications -line charges 


- connect charges 


Communications Maintenance Activity (Phase Three) 


Other 


subtotal 


Greater Toronto Area - East Region 


PY 

Sal 

Ben 

DOE 

Audit Travel 


Digital Voice Response 
Telecommunications - line charges 


sub-total 


- comnect charges 


Greater Toronto Area - West Region 


P/Y 
Sal 
Ben 
Other Doe 


Office Equipment non-edp 


Digital Voice Response 


Audit Travel 
rent 


leasehold improv 


furniture 
telephone 


subtotal 


0.0 


100.0 


312.5 


1,362.9 


0.0 3,703.2 


100.0 
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woovorwm 


-- 90/91 FCST -- | 
one-time on-going | one-time on-going 


-- 91/92 FCST -- | 


| one-time on-going 


0.0 3,748.2 
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EMPLOYER HEALTH TAX 


IMPLEMENTATION AND OPERATING COSTS (Cont'd) 


Windsor-London Region 
P/Y 
Sal 
Ben 
Other Doe 
Of fice Equipment non-edp 
Digital Voice Response 
Audit Travel 
rent 
leasehold improv 
furniture 
telephone 


subtotal 


Hamil ton-Niagara Region 
P/Y 
Sal 
Ben 
Other Doe 
Of fice Equipment non-edp 
Digital Voice Response 
Audit Travel 
rent 
leasehold improv 
furniture 
telephone 


subtotal 


Ottawa Region 
P/Y 
Sal 
Ben 
Other Doe 
Office Equipment non-edp 
Digital Voice Response 
Audit Travel 
rent 
leasehold improv 
furniture 
telephone 


subtotal 


-- 89/90 PLAN -- | 


-- 90/91 FCST -- | 


-- 91/92 FCST -- | 


one-time on-going. | one-time on-going | one-time on-going | 


| 
| 27.5 | 33.0 | 
| 996.2 | 1,195.6 | 
| 149.4 | 179.3 | 
| 55.0 | 66.0 | 
l 4.2 | 5.0 | 
| 100.0 | | 
l 112.0 | 135.0 | 
l 169.4 | 169.4 | 
| 209.7 | | 
l VB | | 
|) #3380 | | 
eda = Ma noaat a cus api cnc Nemes Ei 
0.0 0.0 | 491.2 1,486.2 | 0.0 1,750.3 | 
| | | 
| | | 
| | | 
| 16.5 | 33.0 | 
| 597.8 | 1,195.6 | 
| 89.7 | 179.3 | 
| 33.0 | 66.0 | 
| 2.5 | 5.0 | 
| 100.0 l | 
| 67.5 | 135.0 | 
| 118.3 | 177.5 | 
| 177.5 | | 
| 148.5 | | 
| 33.0 | | 
et ae eres rata Goneeprrel <r eate eee | 
0.0 0.0 | 459.0 908.8 | 0.0 1,758.4 | 
| | | 
| | | 
| | | 
| 18.7 | 28.0 | 
| 683.6 | 1,024.6 | 
| 102.5 | A53E7 | 
| 37.4 | 56.0 | 
| 3.3 | 5.0 | 
| 100.0 | | 
| 77.0 | 115.0 | 
| 154.0 | 184.8 | 
| 205.0 | | 
) 23.0 | | 
| xO | | 
as oe aa oe ce ies screeme puter Tres thas || 
0.0 0.0 | 459.0 1,057.8 | 0.0 1,539.1 | 


3 YEAR 
TOTAL 


60.5 
2,191.8 
328.7 
121.0 
9.2 
100.0 
247.0 
338.8 


3,727.7 


49.5 
1,793.4 
269.0 
99.0 
7.5 
100.0 
202.5 
295.8 


3,126.2 


46.7 
1,708.2 
256.2 
93.4 
8.3 
100.0 
192.0 


3,055.9 
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EMPLOYER HEALTH TAX 
IMPLEMENTATION AND OPERATING COSTS (Cont'd) 


-- 89/90 PLAN -- | 


-- 90/91 FCST -- | 


-- 91/92 FCST -- | 


one-time on-going | one-time on-going | one-time on-going | 


Kenora-Thunder Bay-Sault Ste. Marie Region | 
P/Y | 
Sal | 
Ben | 
Other Doe | 
Office Equipment non-edp | 
Digital Voice Response | 
Audit Travel | 
rent | 
leasehold improv | 
furniture | 
telephone | 


subtotal 


Total 2.1 - EHT Branch Costs 


2.2 Impact on Other Branches (for one-time setup costs see 1.3) 


5.7 | 

207.6 | 

31.1 | 

11.4 | 

lore | 

100.0 | 
23.3 | 

49.0 | 

171.4 | 
78.2 | 
17.0 | 
oddoboO0g GUe00ndO | 
366.6 324.1 | 


2,299.53 9,815.0 


| 
| 
| 
| 
| 
| 
| 
TOC PY -Regular 3.7 | 8.0 | 
-Unclassi fied 9.3 | 27.0 | 
sal 208.0 | 916.5 | 
Ben 20.7 | 40.8 | 
DOE (equip lease, maintenance, supplies) | | 
(8) NCR * 57.0 | 114.0 | 
(20) UNISYS = 28.2 47.2 | 94.3 | 
(1) Scanner e 21k6" 154257 | 309.1 | 
maintenance on existing scanning equipment 51.3 | 102.6 | 
suppl ies 27.0 | 27.0 | 
Training, Staff Dev. 8.0 | 21.5 | 
secuoees soenons | covesoas onosee=# J 
TDC ongoing subtotal 49.8 573.7 | 0.0 1,625.8 | 
| | 
| | 
TSB PY 8.0 | 15.0 | 
sal 211.0 | 395.6 | 
Ben 31.6 | Se) || 
DOE | | 
telephone line charges 51.2 | 102.4 | 
(38) terminals rentals @ $86/mo 19.6 | 39.2 | 
staff dev 2.0 | 4.0 | 
ae | cerosese sanacthal] 
TSB subtotal 0.0 315.4 | 0.0 600.5 | 
| | 

* NOTE: Long lead times on this equipment requires early approval by Management Board. 


17.0 | 
624.8 | 
93.7 | 
34.0 | 

5.0 | 


0.0 925.4 | 


0.0 13,120.2 | 


0.0 1,625.8 | 


| 
12.0 | 


320.9 | 
48.1 | 


| 
102.4 | 


0.0 514.6 | 


3 YEAR 
TOTAL 


22.7 
832.4 
124.8 

45.4 

6.7 
100.0 

93.3 

146.9 


1,616.1 


35.0 
927.5 
139.0 

0.0 
256.0 
98.0 


1,430.5 
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EMPLOYER HEALTH TAX 
IMPLEMENTATION AND OPERATING COSTS (Cont'd) 


-- 89/90 PLAN -- | -- 90/91 FCST -- | -- 91/92 FCST -- | 3 YEAR 
one-time on-going | one-time on-going | one-time on-going | TOTAL 


| | | 
SIB PY | 2.0 | 3.0 | 5.0 
sal | 9.0 | 144.0 | 240.0 
Ben | 14.4 | 21.6 | 36.0 
DOE | 4.0 | 6.0 | 10.0 
ce | eceezoes aotaoso> | cacseeay uayeeeas | ecoueecE 
SI subtotal 0.0 0.0 | 0.0 114.4 | 0.0 171.6 | 286.0 

| | | 

| | | 
TAB PY | 3.0 | 5.0) | 8.0 
Sal | 126.0 | 210.0 | 336.0 
Ben | 17.6 | 29.4 | 47.0 
DOE | 6.0 | 10.0 | 16.0 
Sega ss | PROSPER OS NORGE | Gear Dera atin aa ell | lata a 
TA subtotal 0.0 0.0 | 0.0 149.6 | 0.0 249.4 | 399.0 

| | | 
AFSB PY 1.4 | 5.6 | 5.6 | 12.6 
Sal 32.0 | 128.0 | 128.0 | 288.0 
Ben 5.0 | 20.0 | 20.0 | 45.0 
DOE 125 || 6.0 | 6.0 | 13.5 
ae ee ae ela mel eee 
AFSB subtotal 0.0 38.5 | 0.0 154.0 | 0.0 154.0 | 346.5 

| | | 

| | | 
PSB PY 1354 2.5 | 2.5 | 6.3 
Sal 52.5 | 105.0 | 105.0 | 262.5 
Ben 7.4 | 14.7 | 14.7 | 36.8 
DOE 1.3 | 5.0 | 5.0 | 11.3 
Baaatae Gre | AGRO RG Sila soir ain | Tae aera se | cra elias 
PSB subtotal 0.0 61.2 | 0.0 124.7 | 0.0 124.7 | 310.6 

| | | 
CSB PY | 1.0 | 1.0 | 2.0 
Sal | 46.2 | 46.2 | 92.4 
Ben | 7.4 | 7.4 | 14.8 
DOE | 2.0 | 2.0 | 4.0 
merous oe. | MOR RSR ER SSSR | ea eee erate | aaa 
CSB subtotal 0.0 0.0 | 0.0 55.6 | 0.0 55:36) | 111.2 

| | | 
ITD PY 0.6 | 2.5 | 2.5 | 5.6 
Sal 19.4 | 75.5 | 75.5 | 170.4 
Ben 1.8 | 6.7 | 6.7 | 15.2 
DOE | 2.0 | 2.0 | 5.0 
spaces waar iT | RSS an aie ore || Ie aaa arene rcs | (ema mtia 
ITD subtotal 0.0 22.2 | 0.0 84.2 | 0.0 84.2 | 190.6 

| | | 
Audit PY | 5.0 | 10.0 | 15.0 
Sal | 194.5 | 389.0 | 583.5 
Ben | 29.2 | 58.4 | 87.6 
DOE | | | 0.0 
an ee Gye ee ALE? ce Ea Ce SC RE ae 
CSB subtotal 0.0 0.0 | 0.0 223.7 | 0.0 447.4 | 671.1 

| | | 
TG ana pea [i RRR Si eas ie na ll let as Ge ate es aaa (era 
Total 2.2 - Impact on Other Branches 49.8 1,011.0 | 0.0 3,132.5 | 0.0 3,427.3 | 7,620.6 


Total Operating Costs 149.8 3,024.0 | 2,299.3 12,947.5 | 0.0 16,547.5 | 34,968.1 
| | | 
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EMPLOYER HEALTH TAX 
IMPLEMENTATION AND OPERATING COSTS (Cont'd) 


-- 89/90 PLAN -- | -- 90/91 FCST -- | -- 91/92 FCST -- 
one-time on-going | one-time on-going | one-time on-going 


3.0 Impact on RCC 


(See MB #89-006) 


| | 
| | 
HW & SW upgrade 2,683.3 | 3,488.5 | 3,488.5 
(see MB-20 #MB 89-006) | | 
| | 
| | 
4.0 Tax Appeals/RST Field Office Relocation | | 
| | 
TA move (Assume Oct 1 possession) | | 
rent 122.5 | 245.0 | 245.0 
leasehold improv 272.0 | | 
moving expense 5.0 | | 
furniture 255.0 | | 
telephone 53.0 | | 
Pe eer lectin 2a | w-eccc ee cece cree | cece eee cee e eee 
Space subtotal 585 .0 122.5 | 0.0 245.0 | 0.0 245.0 
RST move (Assume Oct 1 possession) | | 
rent 169.5 | 339.0 | 339.0 
leasehold improv 376.0 | | 
moving expense 8.0 | | 
furniture 405.0 | | 
telephone 77.0 | | 
soode rel eae eee | --2ccce 2 ceecce ee | vest cree cere eee 
Space subtotal 866.0 169.5 | 0.0 339.0 | 0.0 339.0 
| | 
Head Office - reconfiguration 25.0 0.0 | 0.0 0.0 | 0.0 0.0 
| | 
| | 
CoRR SSS | S=SSS=s= S=s=s==== | S=ssssss= ssSs==== 
Total Space Issues 1,476.0 292.0 | 0.0 584.0 | 0.0 584.0 
| | 
| | 
5.0 Contingency | | 
| | 
Revisions to Legislation - re-survey \ | | 
- data entry, - systems re-work/re-test \_ 3,500.0 | 1,000.0 | 
Unavailability of TDC equipment / | | 
Unavailability of dedicated space / | | 
S2s=zs== ======== | SSSSSen= SSe===== | Sasssss= s=s===== 
Contingency total 3,500.0 0.0 | 1,000.0 0.0 | 0.0 0.0 
. | | 
sao sso ops nce ss es oo SRS HBpSDOSSDSS OOD aoDESboRs ODES SOSH oUb SOD Bao UES HeSEEHSESEooeE | -2eecccec cece cece e | eee eee eee enero eee 
GRAND TOTAL 12,709.0 5,999.3 | 6,070.3 17,020.0 | 1,515.0 20,620.0 
| | 
| | 
Less: Funding Issues Previously Submitted 740.0 2,683.3 | 1,250.0 3,488.5 | 1,450.0 3,488.5 
| | 
| | 


Total Funding Request 11,969.0 3,316.0 | 4,820.3 13,531.5 | 65.0 17,131.5 


| 3 YEAR 
| TOTAL 


9,660.3 


4,500.0 


| 
| 
| 
| 13,100.3 
| 
| 


| 50,833.3 
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DESCRIPTION OF RESOURCE REQUIREMENTS 


15 


A. EHT SYSTEMS DEVELOPMENT & RCC UPGRADE 


This refers to costs of developing the EHT system and the costs of upgrading the 
Ministry data processing capacity which is necessary to support EHT development 
and production. Management Board submission MB 89-006 has been prepared in 
support of this element of EHT implementation and was filed on May 24, 1989. 
Management Board approval was received and minuted on May 30, 1989. 


Specifically, Management Board approved the following: 


(i) 


(ii) 


(iii) 


(iv) 


the award of a contract, without tender, to IBM Canada Ltd. 
for computer hardware and software, this agreement to be 
coterminus with the current Revenue Computing Centre 
contract expiring July 31, 1991, at a cost not to exceed 
$7,128,000. 


the award of a contract, without tender, for software to 
Prism Data Services Ltd., Candle Corporation and Compuware 
Corporation, at a cost not to exceed $740,000 in 1989/90. 


a tender for consulting services for first year systems 
development at a cost not to exceed $740,000 in 1989/90. 


an expenditure increase of $3,423,300 for hardware, 
software, and consulting services for systems development. 


ADMINISTRATIVE DATA 


Expenditure 3201-09 740,000 Services 
Increase 


3201-10 2,683,000 Supplies & Equipment 


3202-04 740,000 Services 
Expenditure 3201-09 740,000 __ Increase: 
Decrease Recoveries from other activities 
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B. EHT PROJECT TEAM 


To assist in the implementation of EHT, a project team was assembled, starting in 
June 1989, with a mandate to address all aspects of the implementation, including the 
following: 


0 legislation design, including regulations, interpretations, and appeals; 


© communications, including the full range of support to taxpayers in both 
official languages, input into Legislation/Interpretations and the operations 
design process, and an employee communications plan; 


© operations design, including the full range of registration, taxroll 
processing, compliance and audit activities; 


© application testing for implementation, education and training of users; and 


© resource management and administration, including project scheduling and 
monitoring, human resources, facilities and finance, including the accounting 
practices to be adopted by EHT. 


Team staffing was conducted during June and July until the full twelve person team 
was established. The membership of the project team is described below. 
o Project Director (1) 


o Legislation (1) 
o Communications (2) 


o Operations (5), comprising: 
o taxroll/registration (1) 
© processing (2) 
© compliance/audit (2) 


o Resource Management and Administration (3), comprising: 
© project scheduling/tracking (1) 
o human resources/finance (1) 
Oo network administration (1) 


To the extent that members of the project team are on developmental secondments 
and are not backfilled, or are backfilled at lower classification levels, the Ministry is 
capable of partially offsetting the salary and benefits costs of project team members. 
For example, last year the Ministry was capable of offsetting 28% of the Ontario 
Home Ownership Savings Plan (OHOSP) program implementation team’s salaries costs. 
Assuming the same dilution factor in the case of the EHT project team and an 

pe ane benefits percentage of 15%, the Ministry will be unable to offset the 

ollowing: 


EHT Project Team: 


salaries $219,735 
benefits 32,960 
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B. EHT IMPLEMENTATION PROJECT TEAM 


-- 89/90 PLAN -- -- 90/91 FCST -- -- 91/92 FCST -- 
Cost Category one-time on-going | one-time on-going | one-time on-going 


Implementation Costs: 
Person-Years 


Salaries 
Benefits 
Other DOE 
Regional Visits 


Regional Staff Training 
Staff Relocation 


Subtotal Implementation Costs 


Operating Costs: 


Subtotal Operating Costs 


TOTAL COSTS 
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C. EHT OPERATIONS - STAFF & EQUIPMENT 


As described in Appendix C, ORGANIZATION STRUCTURE, staffing of the EHT 
operation will take place on a staged basis. The tables on the following pages 
describe the EHT staffing plan including both head office and each of the regional 
offices. EHT salaries and benefits costs are derived from these staffing plans. 

EHT technology acquisitions include AT-compatible personal computers for all non- 
audit staff and laptop computers for auditors. Including associated software, printers, 
LAN setup and supplies the average per person costs are estimated at $8,000 for 
auditors and $6,000 for all other staff. Costs associated with leased space for 
regional offices are described in section F. FACILITIES COSTS. 


Non-EDP office equipment includes photocopiers, facsimile transmitters, paper 
shredders plus other office supplies. These costs are estimated at $5,000 per region 
per year. Other DOE costs include such items as staff training and development and 
non-audit travel and are estimated at $2,000 per person each year. Audit travel 
has been estimated separately at $5,000 per year for audit managers and $10,000 
per year for auditors. 


Each of the regional offices will be installing Digital Voice Response systems (@ 
$100,000) to allow direct access to the appropriate client service representative 
(CSR). This technology will eliminate the need for operators and route calls, on the 
basis of touch-tone signals provided by the caller, to the CSR handling a particular 
account. This equipment will thereby expedite and enhance customer service. 
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C. EHT BRANCH OPERATIONS - STAFF & EQUIPMENT 


Cost Category 


Implementation Costs: 
EHT Technology Costs 


Operating Costs: 
Head Office 
Person-Years 
Salaries 
Benefits 
Other DOE * 


Subtotal 


GTA East 
Person- Years 
Salaries 
Benefits 
Other DOE 


Subtotal 


GTA West 
Person- Years 
Salaries 
Benefits 
Other DOE 
Space od 


Subtotal 


Windsor -London 
Person-Years 
Salaries 
Benefits 
Other DOE 
Space i 


Subtotal 


Hamil ton-Niagara 
Person-Years 
Salaries 
Benefits 
Other DOE 
Space take 


Subtotal 


Ottawa 
Person- Years 
Salaries 
Benefits 
Other DOE 
Space Ls 


Subtotal 


Kenora-Thunder Bay-S.S. Marie 


Person-Years 
Salaries 
Benefits 
Other DOE 
Space tL RS 


Subtotal 


Total Operating Costs: 
Person-Years 
Salaries 
Benefits 
Other DOE 
Space mm 


Total 


-- 89/90 PLAN -- 
one-time on-going 


456.0 

10.1 | 
477.7 
71.7 
813.5 
0.0 1,362.9 
15.3 
508.7 
76.3 
TOONGHN 65.1 
100.0 650.1 
0.0  O.0 
eo 0.0 
00 OL 
0.0 0.0 
0.0 0.0 
00 BY 
0.0 986 .4 
010 148.0 
1000 878.6 
0:0 0.0 


-- 90/91 FCST -- 
one-time on-going 


16.5 

597.8 

89.7 

100.0 103.0 
359.0 118.3 
459.0 908.8 
18.7 

683.6 

102.5 

100.0 117.7 
359.0 154.0 


5.7 

207.6 

31.1 

100.0 36.4 
266.6 49.0 
366.6 324.1 
0.0 144.1 
0.0 5,429.0 
0.0 814.3 
500.0 3,000.3 
1,799.3 571.4 


-- 91/92 FCST -- 


one-time on-going 


NOTE: * This item includes ongoing Communications maintenance activities which are 
described in Section D of this Appendix. 


** Space costs for EHT Regional Offices are described in Section F of this Appendix. 
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D. PROACTIVE COMMUNICATIONS INITIATIVES 
Following are estimates of the costs of the proactive Communications activities which 


are outlined in PART A of Appendix G, Communications Strategy. The same format 
has been used here to facilitate the tracking of costs. 


Phase One: Introduction (in progress-- costs already absorbed) 


1. Budget Document N/A 
2. Press Release N/A 
3. Correspondence N/A 


Phase Two: Implementation 


(July 1989 TO January 1990) $000 
1. Visual Identity 
O initial Concepts 
fo) revisions 
(0) final, Camera-ready artwork 3.0 
2. Employer Questionnaire 
0) printing 30.8 
(0) window & return envelope 32.3 
(0) postage - outgoing and return 487.4 
(0) inserting, trim, etc. 13.9 
oO data entry (approx. 475,000) 1,353.8 
3. EHT Guide 
O approx. 25 pages plus cover 
0) typesetting charges (initial 
plus revisions) 
0) 2-sided copies 
o) print run of 700,000 392.0 


4. EHT Brochure 


fe) one page, 2-fold, bilingual 
fo) typesetting charges (initial 
plus revisions) 
fe) black or black plus one colour 
(depends on logo, paper stock) 
o) print run of one million 47.0 
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10. 


Fact Sheet/Explanatory Notes 


Oo 
O 
Oo 
O 


approx. 10 pages, bilingual 

2-sided copies 

typesetting plus revisions 

print run of 700,000 196.0 


Minister's Letter 


o0o°0 


Kit Covers 
fe) 
fo) 


Oo 


one page (two, if separate E/F) 
printed on Minister's letterhead 
cost of letterhead and printing 52.0 


standard portfolio-type with 

bilingual logo/printing 

colours depending on visual 

identity 

print run of 700,000 111.0 


Press Release 


fo) 
O 
fo) 
Bulletins 


fe) 
0 


2-page,on news release letterhead 
cost of letterhead and printing 
print run of 700,000 14.0 


one-page, bilingual format 
print run of 700,000 45.0 


Employer Information Kit 


O 
O 


approx. 700,000 kits 

kit to include guide, brochure, 

explanatory notes, letter, 

press release, bulletin, and 

kit Cover 

costs for postage, envelopes and 

kit assembly 1,979.5 
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11. 


12. 


13. 


14. 


15. 


16. 


Media Kit 
fo) approx. 500 kits 


0) kit contents same as above 
fe) costs for postage, envelopes 
and kit assembly N/A- costs absorbed in item 10 


MPP Information Package 


O approx. 250 kits 


e) kit contents same as above 
O costs for postage, envelopes 
and kit assembly N/A- costs absorbed in item 10 


Media Briefing 


oO use of available kits, therefore 
costs for catering and additional 
print materials that may be required 

oO based on attendance of 200 
media representatives 


Presentations/Seminars 


fe) costs include production of 
handouts, visual materials, travel 
0) based on 10 presentations 


Canned Articles 


Print Advertisement 
0) one-colour insertion into 
all English and French daily 


and weekly Ontario newspapers and 
other ethnic publications 


SUB TOTAL (July 89 to January 90) 
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Phase Three: Ongoing Maintenance Activities 
(January 1990 TO March 1990) 


1. Bulletins 
(o) one-page, bilingual format 
O costs based on 2 print runs 
of 600,000 plus postage for 
initial mailing of 450,000 
(remainder sent on request basis 
through ARIEL) 432.0 
2. Correspondence 
fo) costs for postage only, as required N/A 
3. Mail inserts 
fe) costs for production of insert, 
based on two print runs of 500,000 45.0 
4. Canned Articles 
(e) produced in-house, with negligible 
postage costs N/A 
5. Press Release 
0) costs based on production 
and postage costs for two print runs 
of approximately 500 releases 0.2 
SUB TOTAL (Jan. 1990 to March 1990) 477.2 
GRAND TOTAL (July 1989 to March 1990) 5,441.8 


In subsequent years, maintenance activities will include 2 bulletin publications 
($432,000), 2 guide publications of 50,000 copies each ($56,000) and a press release 
($100) for total annual costs of $488,100. 
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D. PROACTIVE COMMUNICATIONS INITIATIVES 


-- 89/90 PLAN -- ao CUA GSU ee SON /G2nR CST va 3 YEAR 


Cost Category one-time on-going | one-time on-going | one-time on-going TOTAL 
PHASE TWO-Implementation Costs: 
VISUAL IDENTITY 3.0 3.0 
EMPLOYER QUESTIONNAIRE 1,918.2 1,918.2 
EHT GUIDE 392.0 392.0 
EHT BROCHURE 47.0 47.0 
FACT SHEET/EXPLANATORY NOTES 196.0 196.0 
MINISTER'S LETTER 52.0 52.0 
PRESS RELEASE /BULLETIN 59.0 59.0 
EMPLOYER INFO KIT -POSTAGE/ASSEMBLY| 1,979.5 1,979.5 
- KIT COVERS 111.0 111.0 
PRESENTATION/SEMINARS & MEDIA KIT 7.0 7.0 
PRINT ADVERTISEMENT 200.0 200.0 
Subtotal Implementation Costs 4,964.7 0.0 0.0 0.0 0.0 0.0 4,964.7 
Operating Costs: 
PHASE THREE -MAINTENANCE ACTIVITIES 
-BULLETINS+POSTAGE 432.0 432.0 432.0 1,296.0 
-MAIL INSERTS 45.0 0.0 0.0 45.0 
-PRESS RELEASE 0.2 0.1 0.1 0.4 
EHT GUIDE - REPRINT 0.0 56.0 56.0 112.0 
Subtotal Operating Costs 0.0 477.2 0.0 488.1 0.0 488.1 1,453.4 
TOTAL COSTS Wigeii7 | “aT7.2 0.0 488.1 0.0 488.1 | 6,418.1 
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E. COST IMPACT ON OTHER BRANCHES 


E1. Taxation Data Centre 


Taxation Data Centre (TDC) will be the existing branch most affected by the addition 


of the EHT administration to the Ministry's mandate. 


The peak data preparation and entry periods will occur five times per year (Jan., 
Mar., Apr., Jul, and Oct.), with the requirement to complete full processing for 475,000 


documents in 20 working days. 


In particular, TDC will be affected in the following areas: 


1989/90 Costs 


Implementation 


Mail Opening, Sorting, and Remittance Management 


One additional piece of mail opening equipment is 

required at a purchase cost of $ 25,000 to handle 25.0 
the EHT peak. 

Capacity: 5,000 per hour X 7.25 hours x 13.1 days 

= 475,000. 


Eight NCR encoders/endorsers are required at a 
rental of $ 114,000 per year ($57,000 in 89/90). 
Capacity: 8 machines x 3000 per day x 19.8 days 
= 475,000. 


The EHT processing will require a peak staff load 
of 54 (3 full time supervisors and 51 Go-Temp). 


Three microcomputers, at a cost of $ 15,000, are 15.0 
required for the full time supervisory staff. 


Physical changes to these facilities will be required. 


= The NCR encoder room will be expanded to 
accommodate the 8 additional encoders at a 200.0 
cost of $ 200,000. 
= At peak, 8 staff will work on the encoders, 
26 will require workstations, and 20 will 
require only tables and chairs. 
~ The existing facility will be reconfigured to 


include workstations for 29 new staff ($ 119.0 

119,000) and replacement workstations for 28 

existing staff ($ 114,000), with a moving cost 114.0 

of $ 5,000. The 28 existing workstations are 

not adaptable and cannot be reconfigured. 5.0 
= Baffles, tables and chairs at a cost of $ 

10,000, will be required for the remaining 20 10.0 


people in another location. 
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1989/90 Costs 
Implementation Operating 


Scanning of Input Documents 


One additional scanner is required at a rental cost 

of $ 309,100 per year. Capacity: 5,000 per hour x 176.1 
7.25 hours x 9.2 days = 332,500, where 70 % of 

the 475,000 or 332,500 of the documents are 

expected to be scannable. 


Funds are included for the maintenance of the 51.3 
existing scanning equipment ($ 51.3 for 6 months in 

89/90, $102.6 in subsequent years) to ensure on- 

site maintenance for both scanners and the Scan 

Edit System. 


The existing scanner facility will have to be 40.0 
expanded at a cost of $ 40,000. 


Data Keying and Document Editing and Correction 


Twenty UNISYS terminals (16 for production and 
four for development, testing and training) are 75.4 
required at a rental cost of $ 94,310 per year. 
Capacity: 16 machines x 1050 per day x 13.5 days 
= 227,500, where the total of 227,500 is made up 
of an estimated 142,500 documents which cannot 
be scanned, 80,000 documents which require 
enhanced processing, and 5,000 are on-going 
questionnaires. 
2.6 
Two additional workstations ($ 2,600) are required 
for two of the production terminals, with the 
remaining terminals using existing facilities. 


On-going Support 
10.0 84.0 
To support the on-going EHT operation, one 10.0 
additional planning staff and a systems 
administrator are required, with workstations ($ 
10,000) and microcomputers ($ 10,000). 


Provision has also been identified for equipment 8.0 


supplies costs and for staff training and 
development. 
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Development 


Funding (payments to software vendors and travel) is required to develop 
and test the programs for the data preparation and entry process as 


follows: 

89/90 QO Gal Qi GB 
NCR Encoder 30,000 55,000 15,000 
Scanner 35,000 80,000 15,000 
UNISYS 65,000 75,000 30,000 


130,000 210,000 £60,000 


Other funding will be required to support TDC during the development 


process: 
89/90 JOY DH Quy GZ, 

Equipment Co-ordinator 37 SOG) 

Facilities Co-ordinator 12,500 

Manuals Writer 36 ,000 36,000 

Systems Development 33,000 66,000 

Support 
Data Entry Support 12,000 12,000 


during testing 


ISL, OOO) 114,000 


92 


geteved of cedvues: ei (eved tne shay om 
a8 eagacty yihw BAe. PONS IBA IG | 


Se\ia  Deyee 


OHO. ab HOH, 2% 
img, 24 NO), Ce 
OG . ot "MD, a* 


aL a — His oom, REL 


Pom | yeh 3 Onlnd SUT weqque a sisi 


e" v | p' ah yw \ eR oS 
na , ——) 
Ma, /SE 
800, Sf , 


OO), oF HOG, VE 
Gu, ak 096, 2 


969 Si Oey, ET 


ai ine “ee 


one, Leb 


Benefits of Retaining Present Equipment Suppliers 


o Add to current lease and maintenance agreements 

o Equipment and processes are compatible to existing systems 
o Reduced training effort 

o No time to tender 

o Utilizes latest data capture technology 

o Built-in backup systems by duplication 

© Able to interface with batch and on-line systems 

o UNISYS systems backup the Scan Edit System (Scanner CPU) 


o Able to test EHT programs on existing equipment before installation of 
new equipment 
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E.1. TAXATION DATA CENTRE 


Cost Category 


Implementation Costs: 


Equipment: 
Tri-Cut Mail Equipment 
3 PC's for ROC 
2 PC's for Planning 


Facilities Upgrade: 
Expand Encoder Room 
WS for 29 new ROC staff 
WS for 28 existing ROC staff 
Reconfigure ROC 
Work area, 20 new ROC staff 
Expand Scanner Room 
WS for 2 data entry staff 
WS for 2 planning staff 


Software Development: 
NCR encoder 
Scanner Development 
UNISYS Development 
Dev. Supporting Resources 


Subtotal Implementation Costs 


Operating Costs: 


Person- Years 
Processing: 
Salaries 
Benefits 
Systems Admin./Planning: 
Salaries 
Benefits 
Equipment lease/mtce./supplies: 
8 NCR Encoders 
24 Unisys Terminals 
1 Scanner 
Maintenance - scanning equip't. 
Supplies 
Training & development 


Subtotal Operating Costs 


TOTAL COSTS 


-- 89/90 PLAN -- -- 90/91 FCST -- -- 91/92 FCST -- 3 YEAR 


one-time on-going | one-time on-going | one-time on-going TOTAL 

0.0 

25.0 25.0 

15.0 15.0 

10.0 10.0 

0.0 

200.0 200.0 

119.0 119.0 

114.0 114.0 

5.0 5.0 

10.0 10.0 

40.0 40.0 

2.6 2.6 

10.0 10.0 

0.0 

30.0 55.0 15.0 100.0 

35.0 80.0 15.0 130.0 

65.0 75.0 30.0 170.0 

131.0 114.0 245.0 

811.6 0.0 324.0 0.0 60.0 0.0 1,195.6 
13.0 35.0 35.0 

135.4 829.3 829.3 1,794.0 

9.3 27.1 27.1 63.5 

72.6 87.2 87.2 247.0 

11.4 13.7 13.7 38.8 

57.0 114.0 114.0 285.0 

28.2 47.2 94.3 94.3 264.0 

21.6 154.5 309.1 309.1 794 .3 

Siig) 102.6 102.6 256.5 

27.0 27.0 27.0 81.0 

8.0 21.5 21.5 51.0 

49.8 573.7 0.0 1,625.8 0.0 1,625.8 3,875.1 


861.4 573.7 324.0 1,625.8 60.0 1,625.8 5,070.7 
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E.2. Tax Appeals 


The Tax Appeals Branch will be impacted by the new Employer Health Tax to 
the extent that there will be objections arising from EHT audit assessments. 
Workload projections have been developed on the basis of planned EHT audit 
activity and historical assessment and objection rates experienced in other tax 
administrations. The current EHT audit Coverage objective is 3.5%. The 
assumed assessment rate is 20% of all audits and the assumed objection rate 
is 10% of all assessments. In addition, the number of late filing penalty 
objections is estimated at 20% of audit objections. On average, Appeals 
Officers (AM19) each handle 75 objections per year. 


Taxroll 475,000 
Number of Audits per Year 16,625 
Number of Audit Assessments 3,325 
Number of Audit Objections 333 
Number of Late Filing Penalty Objections 67 
Appeals Officers Required 5 


Recognizing that EHT audits will not result in significant numbers of appeals 
until 1990/91, it is estimated that 3 Appeals Officers (AM19) will be required in 
1990/91 growing to 5 Appeals Officers in 1991/92 and beyond. Ongoing costs 
He salaries and benefits, training and development (@ $1,250), and supplies 
(@ $750). 


Therefore resource requirements are: 


1989/90 $000's 
= 3 workstations (@ $6,000) 18.0 
= 3 PC's (@ $4,000) 12.0 
for the Appeals Officers starting in 1990/91. 

= system modifications 11.3 
= information bulletin including postage 64.0 
= revised brochure 30.0 
1990/91 

= 3-AM19 (Salaries, Benefits and DOE) 149.6 
= 2 additional workstations 12.0 
= 2 additional PCs 8.0 


for the 2 additional Appeal Officer starting in 1991/92 


1991/92 and subsequent years 
= 5-AM19 (Salaries, Benefits and DOE) 249.4 
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E.2. TAX APPEALS 


-- 89/90 PLAN -- -- 90/91 FCST -- -- 91/92 FCST -- 
Cost Category one-time on-going | one-time on-going | one-time on-going 


Implementation Costs: 
Workstations 
PC equipment 
System modification 
Info bulletin/postage 
Brochure Revision 


Subtotal Implementation Costs 
Operating Costs: 

Person-Years 

Salaries 

Benefits 

Other DOE 


Subtotal Operating Costs 


TOTAL COSTS 
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E.3. Special Investigations 


The Special Investigations Branch workload arises out of referrals from a 
variety of sources, mainly audit and collections activity. In connection with 
EHT, the branch anticipates that it will receive 30 investigations referrals and 
50 informal referrals (i.e., requests for guidance) in 1990/91. In 1991/92, the 
projected workload volume is 60 investigations referrals and 75 informal 
referrals. As with Tax Appeals Branch, these projections are based on 
experience with other tax administrations. 


To handle the increased workload it is estimated that 2 investigators (FO4) will 
be required in 1990/91 and 3 investigators in 1991/92 and beyond. This staged 
hiring will allow enough lead time for training to ensure proper performance of 
the investigation activity. 


The required funding in Special Investigations Branch is for salaries, benefits, 


other DOE (training/development and supplies @ $2,000 per staff), and the 
provision of laptop computers (@ $5,000) for each of the investigators. 
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E.3. SPECIAL INVESTIGATIONS 


-- 89/90 PLAN -- -- 90/91 FCST -- -- 91/92 FCST -- 
Cost Category one-time on-going | one-time on-going | one-time on-going 


Implementation Costs: 

PC equipment 

Subtotal Implementation Costs 
Operating Costs: 

Person- Years 

Salaries 

Benefits 

Other DOE 


Subtotal Operating Costs 


TOTAL COSTS 
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E4. Taxpayer Services Branch 


As it does for other tax branches, Taxpayer Services Branch (TSB) will 
provide front-line enquiry service for EHT. During the implementation phase, 
TSB will also be involved in taxroll identification by following up undelivered or 
incomplete questionnaires and making the associated corrections to the EHT 
database. 


Following EHT start-up, TSB will continue to respond to general requests for 
information, particularly from additions to the taxroll which are forecast at 
5,000 per month. TSB will also perform an ongoing role in the area of taxroll 
maintenance. This will involve on-line updates to tombstone information on 
account files in the EHT database. Account-specific compliance and audit 
enquiries will be directed to the appropriate EHT regional office once they have 
been established. Taxroll maintenance activity is expected to peak in 1990/91 
and stabilize through 1991/92 with the full implementation of the EHT regional 
offices. 


The Taxpayer Services Branch will seek to absorb as much of the EHT 
workload as possible, using its existing human and financial resources and the 
established infrastructure. Nevertheless, some EHT pressure points will result in 
the branch needing extra resources. 


Only the additional costs to be incurred in the Oshawa Telephone Information 
Centre and three of the six field offices are included in the following summary. 


The Branch will attempt to absorb the costs for Ariel applications and services. 
In addition, given the branch interest in the introduction of Interaction Voice 
Response (IVR) technology, the implementation of an EHT interpretation library 
for users of touch-tone phones will be incorporated within the on-going overall 
branch development in this area. 


The following is the itemized breakdown of costs with explanatory notes. 


ONE TIME START UP COSTS (1989/90): $000's 
Conversion of existing workstations $ 33.0 
Purchase of additional headsets (14 @ $275) 3.9 
Purchase of additional visual 2.1 
Purchase of ergonomic chairs (15 @ $225) 3.4 


Purchase of workstations (Head Office) 
3 workstations (accommodates 4 ea.) @ $4,500 ea. 13.5 


Purchase of one Supervisor's office (workstation and screens) 4.0 


Purchase of workstations (Field Office) 
3 workstations @ $4,000 ea. 12.0 


TOTAL ONE-TIME COSTS 71.9 
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ON-GOING OPERATING COSTS 
1989/90 (Oct. '89 to Mar. ‘90 


Salaries 
8 Person Years 
6.5 Head Office: 0.5 Supervisor AM16 $19.2 
6.0 OAG 82 150.1 
15 Field Office: 15 OAG 10 41.7 
$211.0 
Benefits: @15% $31.6 
D.O.E.: 
Telephone Lines? 3 x 140 hr. Zone 3 lines 
@ $2,700/mo./each $48.6 
3 x 5 hr. Zone 3 lines 
@$145./mo./each 2.6 
Terminal Rental 38 additional terminals4 19.6 
Staff Development 2.0 
$72.8 
1989/90 on-going total 315.4 


2 based on current classifications at mid-range 
3 estimated additional annual call volume 160,000; 
60% estimated incoming via 1-800 lines = 96,000; 
balance handled by foreign exchange lines (FMU); 
96,000 represents approximately a 40% increase to current call volumes handled with 15 lines, therefore, 
a proportionate increase in the number of lines required = 6 
4 


comprises 11 new terminals plus 27 for existing staff as it will no longer be feasible for staff to share 
terminals 
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ON-GOING OPERATING COSTS (CONT.) 


1990/91 
Salaries: 
15 Person Years 

12 Head Office: 1 Supervisor AM16 

11 OAG 8 

3 Field Office: 3 OAG 10 
Benefits: @15% 
D.O.E.: 

Telephone Lines 3 x 140 hr. Zone 3 lines 


@ $2,700/mo./each 
3 x 5 hr. Zone 3 lines 
@ $145./mo./each 
Terminal Rental 38 additional terminals 
Staff Development 


1990/91 on-going total 


1991/92 
Salaries: 
12 Person Years 

9 Head Office: 1 Supervisor AM16 

8 OAG 8 

3 Field Office: 3 OAG 10 
Benefits: @15% 
D.O.E.: 

Telephone Lines 3 x 140 hr. Zone 3 lines 


@ $2,700/mo./each 
3 x 5 hr. Zone 3 lines 
@ $145./mo./each 
Terminal Rental 38 additional terminals 
Staff Development 


1991/92 on-going total 
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$ 38.3 
199.2 
83.4 

$320. 


$ 48.1 


$97.2 
5.2 
39.2 
4.0 
$145.6 


$514.6 
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E.4. TAXPAYER SERVICES 


-- 89/90 PLAN -- -- 90/91 FCST -- -- 91/92 FCST -- 3 YEAR 
Cost Category one-time on-going | one-time on-going | one-time on-going TOTAL 
Implementation Costs: 
Convert existing workstations 33.0 33.0 
Additional 14 headsets @ $275 3.9 3.9 
Additional visuals 2.1 Cai 
Ergonomic chairs (15 @ $225) 3.4 3.4 
Additional workstations 0.0 
Head Office (3 @ $4,500) 13.5 13.5 
Field Office (3 a $4,000) 12.0 12.0 
Supervisors's Office 4.0 4.0 
Subtotal Implementation Costs 71.9 0.0 0.0 0.0 0.0 0.0 71.9 
Operating Costs: 
Person-Years 8.0 15.0 12.0 35.0 
Salaries 211.0 395.6 320.9 927.5 
Benefits 31.6 59.3 48.1 139.0 
Other DOE 72.8 145.6 145.6 364.0 
Subtotal Operating Costs 0.0 315.4 0.0 600.5 0.0 514.6 1,430.5 


TOTAL COSTS 71.9 315.4 0.0 600.5 0.0 514.6 1,502.4 
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E.5. Administrative & Financial Services 


Administrative and Financial Services Branch (AFSB) will be significantly 

affected by the addition of EHT administration to the Ministry's mandate. In 
particular, due to the additional Ministry staff and the processing requirements 
imposed by such a large taxroll, AFSB will be affected in the following areas: 


Implementation Costs (1989/90): 


Mail Handling 


Stores 


Facilities Upgrade 


Stock Handling Equipment will be required to process 
the increased volumes of incoming and outgoing mail. 
Included here are a pallet lifter and sorting bins at 
a total cost of $ 22,000. 


Additional stock handling equipment (i.e., one pallet 
lifter @ $ 10,000) will also be required to manage 
the increased volumes in the Stores area. 


Physical changes to mailroom facilities will be 
necessary to accommodate the EHT workload 
demands. These include an air conditioning upgrade 
($ 25,000), modifications to convert bursting room 
space into mail handling space ($ 30,000), and 
revisions to the layout of the warehouse ($ 10,000). 


Operating Costs (1989/90 and subsequent years): 


The operating costs as described below are for an on-going operation in 
AFSB, starting approximately in Jan. 1, 1990. 


Mail Handling 


Incoming mail requirements involve pick up at Post 
Office and rough sort for Taxation Data Centre. To 
accomplish this, AFSB is estimated to require 720 
person-days or 3 person-years at the OAG3 level. 


Outgoing mail requirements include 4 piece mailing, 

50,000 pieces monthly and 425,000 quarterly. It is 
estimated that this will require 143 person-days or 
0.6 person-years at the OAG3 level. 
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Printing 


Purchasing 


Financial Accounting 


Current EHT workload estimates of 1 million 
impressions for the copy centre and bindery 


operations will require 0.5 person-years (Offset 
Operator 2) to accommodate. 


The increased workload associated with general 
procurement, customized printing and corporate 
records maintenance (including inventory control) will 
require 0.5 person-years (Purchasing Officer 2). 


There will be a general increase in volume as a 
result of the additional staff in EHT. The most 
significant impact will occur in the Advance Account 
Section where advances and travel claims, 
particularly those of audit staff, are processed. 

1 person-year at the OAGS8 level will be required to 
absorb the increased volumes estimated at 2500 
advances/travel claims per year. 
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E.5. ADMINISTRATIVE & FINANCIAL SERVICES 


-- 89/90 PLAN -- -- 90/91 FCST -- -- 91/92 FCST -- 
Cost Category one-time on-going one-time on-going one-time on-going 


Implementation Costs: 

Additional stock handling equip 
Pallet lifter & bins - Mail 
Pallet lifter - Stores 

Facilities Upgrade 
Air Cond. upgrade 
Modifiy bursting space 
Relayout warehouse 


Subtotal Implementation Costs 
Operating Costs: 

Person-Years 

Salaries 

Benefits 


Other DOE 


Subtotal Operating Costs 


TOTAL COSTS 
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E.6. Personnel Services 


The establishment of the new EHT program will have a significant impact on 
the staffing and service requirements of the Personnel Services Branch (PSB). 


Implementation Costs: 


None. 


Operating Costs (1989/90 and subsequent years): 


In order to cope with new service demands, PSB will require additional 
resources as outlined below. 


One Personnel Administrator (AMi7) will be required on an ongoing basis 


(0.5 P-Y in 1989/90) to provide services in the following areas: 
classification, staffing, labour relations, relocation, Counselling, position 
administration/clerical support. 


One Human Resources Planning & Training Officer (AM17) will be required 


on an on-going basis (0.5 P-Y in 1989/90) to assist in the following areas: 
human resources planning, human resources information systems planning 
and development, core training, technology training, needs analysis, 
specialized training, career counselling and clerical support. 


One-half IPPEBS Clerk (OAGQ) will be required on an on-going basis 

(0.3 P-Y in 1989/90) to support the additional workload relating to IPPEBS 
administration and associated duties (i.e, payroll/benefits, attendance, 
clerical duties). 


PSB travel expenditures will be required for travel to EHT regional offices 
to provide recruitment, labour relations, and training services, with costs 
estimated as follows: 

1989/90 $ 13 


1991/92 and subsequent years $ 5.0 
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E.6. PERSONNEL SERVICES BRANCH 


-- 89/90 PLAN -- -- 90/91 FCST -- -- 91/92 FCST -- 
Cost Category one-time on-going | one-time on-going | one-time on-going 


Implementation Costs: 
Operating Costs: 
Person-Years 
Salaries 
Benefits 
Other DOE 


Subtotal Operating Costs 


TOTAL COSTS 


—' nile ing erp: eh a ae ee 


| PuTe <> } + 101 (oe ~ 
SAtegoey sett ae § gala aes | 


ier t ae oe. el 
4 
| 
1 


eS ee ae 


— 


o.4 oe Bae 


> 


[ae ‘ pom 7 SRAgkeepy: 


¢€ ‘ 
: 
*. 
a) 
! + 
— 
= 


ro = 


E.7. Communications Services 


In order to accommodate the additional workload requirements imposed by a 
new tax administration, Communications Services Branch estimates that it will 
require one person-year at the Senior Communications Officer level (103). This 
increase is, in part, due to the increased workload associated with budget 
initiatives over the last two years (e.g., ESOP and OHOSP) which were 
absorbed internally. The cumulative effect of all of these budget intiatives is 
such that one additional Communications officer is now essential. 


1990/91 1991/92 


Person-years 1.0 1.0 
Salaries 46.2 46.2 
Benefits 7.4 7.4 
DOE 2.0 2.0 
Total Tso eae 
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E.8. Information Technology Division 


The establishment of the EHT program will have a significant impact on the 
staffing and service requirements of the production support area in the 
Information Technology Division (ITD) as follows: 


Implementation Costs (1989/90): 


Bursting/Cutting 


Facilities Upgrade 


One additional bursting/cutting machine at a cost of 
$ 30,000 will be required to manage the increased 
volume of EHT printing (questionnaires, remittance 
statements, reconciliation statements). 


Physical changes to the bursting room will be 
required to accomodate the extra equipment and the 
extra work-in-process storage. These include 
expanding the existing bursting room (450 sq. ft.) by 
150 sq. ft. at a cost of $ 12,000. 


Operating Costs (1989/90 and subsequent years): 


Bursting/ Cutting/ Output 


Production Support 


One_ and one-half Data Processing Technicians 1 
(GO-TEMP) will be required on an ongoing basis 
(0.375 P-Y in 1989/90) to support the increased 
volume resulting from EHT. This includes bursting 
and cutting for EHT AFP printing and preparation of 
output for mail distribution. 


One Production Support Specialist (SO3) will be 
required on a ongoing basis (0.25 P-Y in 1989/90) 
to support the additional EHT batch data processing 
workload. This includes job submission, job 
verification and corrective action in the event of 
hardware or software problems. 
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E.8. INFORMATION TECHNOLOGY DIVISION 


-- 89/90 PLAN -- -- 90/91 FCST -- -- 91/92 FCST -- 
Cost Category one-time on-going | one-time on-going | one-time on-going 


Implementation Costs: 

Bursting Equipment 

Facilities Upgrade 

Subtotal Implementation Costs 
Operating Costs: 

Person- Years 

Salaries 

Benefits 

Other DOE 


Subtotal Operating Costs 


TOTAL COSTS 
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E.9. Audit Enhancement 


Opportunities exist for auditors from other tax statute areas (Retail Sales coe 
or Corporations Tax) to include an EHT Component in their regular audit 
coverage. Based on existing audit standards, an estimated 10 person-years rari 
audit resources will be required. These additional resources will perform an 
estimated 5,000 EHT audits, or 1% audit coverage. This will bring the total 
audit coverage to the targeted 3.5%. 


Cost estimates are based on a phasing in of audit enhancement equivalent to 
5 person-years in 1990/91 and 10 person-years in 1991/92 and beyond. It is 
assumed that the relevant classification is Financial Officer 2 (FO2) at an 
average salary rate of $38,900. Benefits are calculated at 15 percent. 


1990/91 1991/92 
Person-years 5.0 10.0 
Salaries 194.5 389.0 
Benefits 29.2 58.4 
Total R225 Tien | 447.4 


111 


; : = 
i ool linet) esere ohulale xa 
jn ‘ms tuger vert! Ai Inanoqmoo © | 2 
Oo 2lRey" Wi beiamtise as abisbasts DUB 
As mnoened ie agar nab Isnollobs seonT 
dot ot nd ew ett PEE ONOD a, nae 
very’ 


Y igelicvinme In arnaanecie ites wr a { onicerig a 10 be ot 
ai {| tGreved bog ae" rg? ni eimey-noereq ss hho iN e 
a je (SO% ¢ seo. Inignenht af aolisoitisa Ne 
Inymeq of ts Belair ss us atitensg 000,868 to gia 


ce\reer .- ‘re\o0er id 


St 


F. FACILITIES COSTS 
The cost of additional facilities relates to the relocation of Tax Appeals Branch 


and Retail Sales Tax Durham Field Office, reconfiguration of Head Office to 
accommodate EHT staff and acquisition of space for the EHT Regional Offices. 


implementation Costs (1989/90): 


Tax Appeals Relocation 
- Based on 1,264 sq. m. rentable space, 53 staff (18 with offices) 


Leasehold improvements $ 215 per sq. m. = $ 272.0 
Moving expenses $ 100 per person = 5.0 
Furniture $ 5,500 for 35 workstations + 
$ 3,500 for 18 offices = 255.0 
Telephone $ 1,000 per unit = 53.0 
RST Durham Field Office Relocation 
- Based on 1,748 sq. m. rentable space, 77 staff (9 offices) 
Leasehold improvements $ 215 per sq. m. = $ 376.0 
Moving expenses $ 100 per person = 8.0 
Furniture $ 5,500 for 68 workstations + 
$ 3,500 for 9 offices = 405.0 
Telephone $ 1,000 per unit = TiO 


Head Office Reconfiguration 


$ 71 for each of 350 total staff affected by this move, for a total of 
$25,000 


Operating Costs: 


- Rent 
Tax Appeals: $ 194 per sq.m. 1989/90 (6 months) Sileee5 
1990/91 & subsequent 245.0 
RST Durham $ 194 per sq.m. 1989/90 (6 months) $ 169.5 
1990/91 & subsequent 339.0 
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GTA West 


Based on 749 sq. m. usable space, 33 staff 


Leasehold improvement 


Furniture 


Telephone 


Rent 


@ $ 323 per sq. m. = 
@ $ 4,500 per workstation 


@ $ 1,000 per unit = 
@ $ 323 per sq. m. = 
1990/91 (4 months) = 


Based on 749 sq. m. usable space, 33 staff 


Leasehold improvement 


Furniture 


Telephone 


Rent 


@ $ 280 per sq. m. — 
@ $ 4,500 per workstation 


@ $ 1,000 per unit 


il 


@ $ 226 per sq. m. = 


Based on 749 sq. m. usable space, 33 staff 


Leasehold improvement 


Furniture 


Telephone 


Rent 


@ $ 237 per sq. m. = 
@ $ 4,500 per workstation 


@ $ 1,000 per unit = 
@ $ 237 per sq. m. = 
4990/91 (8 months) = 
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$ 242.0 


$ 148.5 
$ 33.0 
$ 242.0 
$ 80.7 


$ 209.7 


$ 148.5 
$ 33.0 
$ 169.4 
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Ottawa 


Based on 636 sq. m. usable space, 28 staff 


Leasehold improvement 


Furniture 


Telephone 


Rent 


Kenora-Thunder Bay-Sault Ste. Marie 


@ $ 322 per sq. m. = 
@ $ 4,500 per workstation 


@ $ 1,000 per unit = 
@ $ 289 per sq. m. = 
1990/91 (10 months) = 


Based on 386 sq. m. usable space, 17 staff 


Leasehold improvement 


Furniture 


Telephone 


Rent 


@ $ 444 per sq. m. = 
@ $ 4,500 per workstation 


@ $ 1,000 per unit = 


@ $ 253 per sq. m. = 
1990/91 (6 months) = 
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$ 205.0 


$ 126.0 
$ 28.0 
$ 184.8 
$ 154.0 


$ 171.4 


$ 78.2 
$ 17.0 


$ 97.9 
$ 49.0 
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F. FACILITIES COSTS 


-- 89/90 PLAN -- -- 90/91 FCST -- -- 91/92 FCST -- 3 YEAR 
Cost Category one-time on-going | one-time on-going | one-time on-going TOTAL 
Implementation Costs: 
Tax Appeals relocation 
Leasehold Improv. 272.0 272.0 
Moving expense 5.0 5.0 
Furniture 255.0 255.0 
Telephone 53.0 53.0 
RST Durham relocation 
Leasehold Improv. 376.0 376.0 
Moving expense 8.0 8.0 
Furniture 405.0 405.0 
Telephone 77.0 77.0 
Head Office reconfiguration 25.0 25.0 
Subtotal Implementation Costs 1,476.0 0.0 0.0 0.0 0.0 0.0 1,476.0 
Operating Costs: 
Person-Years 
Salaries 
Benefits 
Other DOE 
TA - Rent 122.5 245.0 245.0 612.5 
RST - Rent 169.5 339.0 339.0 847.5 
Subtotal Operating Costs 0.0 292.0 0.0 584.0 0.0 584.0 1,460.0 
TOTAL COSTS 1,476.0 292.0 0.0 584.0 0.0 584.0 2,936.0 


Note: Space costs for EHT Regional Offices are included in Section C. EHT Operations - Staff and Equipment 
in Appendix F. 
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G. CONTINGENCY 


Recognizing that EHT implementation is being carried out under considerable 
uncertainty, a request for contingency funding has been incorporated into the 
plan. More specifically, these funds could become necessary in the event that 
there are revisions to the legislation, the required remittance processing 
equipment (i.e. scanner, NCR encoders, UNISYS terminals) is unavailable on 
January 1, 1990, or if dedicated space is not available within the necessary 
time frames. 


Revisions to the legislation could, for example, require a re-surveying of the 
potential taxroll. Bearing in mind the cost of the original questionnaire at $19 
million, this could be a particularly costly item. In addition, legislation revisions 
could lead to costly EDP systems re-design and re-testing. 


Unavailability of remittance processing equipment would necessitate data entry 
by an outside service bureau. Also, space for EHT Head Office will be 
required whether or not the Retail Sales Tax Field Office and Tax Appeals 
Branch have relocated by October 1989. In the event that these relocations 
are delayed, interim space will be required to house EHT staff. 
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